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    ABSTRACT 
 
The South African public sector is important for the sustainable growth and 
development of the country. One of its major responsibilities is to ensure that all 
citizens have access to and receive the services they need. The manner in which 
public sector institutions are structured has an impact on the delivery of effective and 
efficient services to citizens.Achieving a high degree of productivity is an important 
objective of public service organisations across the world given the pressure to 
deliver quality public goods and services within the limits of ever-increasing resource 
constraints. The South African Public Service is no exception to this global 
phenomenon. The focus on the public service is therefore continuously to improve 
performance to meet citizens’ needs. Whereasperformance is directed at measuring 
outputs achieved, productivity goes an important step further by measuring the 
relationship between the resources used to achieve outputs.  
 
The focus of this study is the analysis of change and transformation strategies in the 
Department of Home Affairs, Province of the Eastern Cape. The primary purpose 
was to assess the current state of service delivery in the Department of Home Affairs 
and to ascertain how continuous monitoring and evaluation could be factored in to 
enhance the delivery of services. The target population was the employees and 
clients of the Department of Home Affairs. Employees were selected randomly and 
asked to participate in the study. The sample was a convenient-purposive sampling 
and a quantitative research questionnaire was used.  
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CHAPTER ONE 
 
OVERVIEW OF THE STUDY 
 
1.1 INTRODUCTION 
The White Paper on the Transformation of the Public Service published on 24 
November 1995, states that public services are not a privilege in a democratic 
society, but that they are a legitimate expectation. The public service, in a 
democratic state, is expected to be responsive to the needs of the people. The 
realisation of such expectations is often dependent on leadership’s commitment to 
maintaining acceptable standards of service delivery. The public service is the 
primary delivery arm of a democratic state, such as South Africa, it should therefore 
provide effective and efficient public services. Such a commitment requires a 
recognition of the basic purpose of government departments, which should be the 
driving force underlying the behaviour of all public leaders. Leaders adopting such an 
approach can influence others to direct their actions toward the attainment of a 
clearly understood and well communicated purpose. A shared vision, therefore, 
results in ethical behaviour guided by purpose directed leadership. The absence of 
delivery oriented leadership affects public service credibility, as evident in many 
government departments in South Africa. In such cases, the absence of delivery-
oriented leadership is often underpinned by a lack of ethical behaviour. The resultant 
under-performance has a negative impact on effective and efficient service delivery. 
The Batho Pele initiative aims to enhance the quality and accessibility of government 
services by improving efficiency and accountability to the recipients of public goods 
and services. 
Batho Pele requires that eight service delivery principles be implemented 
 regularly consult with customers 
 set service standards 
 increase access to services 
 ensure higher levels of courtesy 
 provide more and better information about services 
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 increase openness and transparency about services 
 remedy failures and mistakes 
 give the best possible value for money 
New reforms in the public sector aimed at improving service delivery have received 
considerable focus during the 21st century. Global trends such as rising customer 
expectations, budgetary constraints, global competition for investment, public sector 
reform programmes and changing demographics have transformed the environment 
in which the public service operates. Fundamental to the demand for better public 
services are citizens’ heightened expectations that transcend economic status, 
geographies and the different methods of funding, managing and delivering these 
services. Driven by these changing expectations, the public service is increasingly 
required to redefine its role, strengthen its customer focus and build integrated 
service delivery models. If they are to realise the desired benefits, these models 
must be based on meeting customer needs more efficiently and more effectively. 
This means keeping customers’ needs at the core of every decision, from strategy 
formulation and design through to execution. Government process re-engineering is 
often needed to put in place improved, value-for-money programmes that will reduce 
waste and duplication, producing an effective ‘customer journey’, that is, the 
experiences a customer has when interacting with service providers or departments.  
 
1.2 CHANGE AND TRANSFORMATION OF DHA 
 
Improved service delivery remains a key priority for the South African government. 
Active participation by citizens in government initiatives has been identified as one of 
the central strategies that would lead to sustainable and 
quality service delivery. Therefore, citizens are encouraged to engage with 
government departments on their expectations regarding the level of services these 
departments should be providing. The Department of Home Affairs (DHA) tabled a 
Strategic Plan in March 2009 that outlined where the Department wanted to be at the 
end of the electoral cycle in 2014. The planned outcomes, strategic objectives and 
targets were to be aligned with the electoral mandate and priorities of government. 
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The DHA in South Africa went through several stages of development before arriving 
at a clear understanding of its own role and importance.  From 1994 to 2004 the top 
priority for the DHA was to replace the fragmented, racially based departments of the 
apartheid state and establish a single national population register (NPR). 
Furthermore, from 2004 to 2007, there was a period of growth and consolidation of 
the organisation, marked by new processes, structures and legislation. However, 
despite these measures, outdated systems, new demands and management 
weaknesses led to poor service delivery, increased corruption and the integrity of the 
NPR being compromised. A support intervention team from several departments was 
requested by the then Minister, HonourableMsMapisaNqakula in 2006 to  devise a 
turnaround strategy to transform the Department of Home Affairs, (DHA Annual 
Performance Plan 2013/14- 2015/16: 16). 
 
From 2007 to 2008, a turnaround programme was instituted that aimed to restore 
public confidence in the DHA by addressing the challenges that were identified. The 
main focus was on drastically improving the efficiency, security and reliability of key 
processes, such as the delivery of identity documents. This was achieved to a 
significant extent. 
 
From 2009 to 2013, there was a greater awareness of the security role of the DHA 
and the relationship between the civic and immigration functions was concretised. 
The concept of a managed, risk-based approach to migration was demonstrated by 
use of improved systems for the successful processing of visitors and fans for the 
hosting of the Soccer World Cup. The national population registration campaign was 
conducted to secure the NPR by ensuring that the early registration of birth becomes 
the only point of access.  As result, a large number of South Africans who had never 
been registered as citizens acquired birth certificates and identity documents. The 
DHA, working with stakeholders, ensured that the most remote and disadvantaged 
areas were reached during the campaign.  
 
The major focus during the next phase will be the modernization of the DHA aimed 
at improvements in efficiency, security and service standards. The DHA has 
instituted a range of programmes and interventions designed to ensure that staff are 
professional and caring and have the skills to manage the new system. Changes in  
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culture-based behaviour is mainly reflected in the way people work with the public 
and with colleagues; and is closely connected to management, governance, 
accountability and the policy prescripts such as “Batho Pele” principles and the 
Constitution of the Republic of South Africa (DHA Annual Performance Plan 
2013/14- 2015/16: 17). 
 
1.3 STRATEGIC OBJECTIVES OF THE DHA FOR 2013/14-2015/16 
The eleven strategic objectives and thirty targets identified in the Annual 
Performance Plan of the DHA are all designed to achieve the following three national 
outcomes, namely: 
Outcome 1: Secured South African citizenship and identity 
Outcome 2: Immigration managed effectively and securely in the national  
  interest, including economic, social and cultural development. 
Outcome 3: A service that is secure, efficient, accessible and corruption free. 
The first outcome speaks to the important part played by the Department of Home 
Affairs (DHA) in enabling all South Africans to claim their identity as citizens. Only 
DHA has the mandate to register all citizens on the national population register 
(NPR) and provide citizens with documents that enable them, amongst other things, 
to vote study or open a bank account. 
 
The second outcome responds to the need for South Africa to develop in order to 
achieve a better life for its own people. Without foreign investment, trade and tourism 
and foreign migrants with skills, South Africa stands little chance of growing the 
economy and creating decent work opportunities for all its people. 
 
The third outcome specifies that the DHA must be a secure department that is fully 
committed to delivering excellent services to its citizens and other clients. Both the 
civic and the immigration services of the DHA depend on honest, professional and 
patriotic officials maintaining secure data and systems. 
 
The outcomes of the DHA are closely aligned with the Governments’ 12 priority 
national outcomes. The Department of Home Affairs only contributes directly to three 
of these twelve national outcomes, namely: 
 Outcome 3: All people in South Africa are secure and feel safe; 
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 Outcome 5: A skilled and capable workforce to support an inclusive growth 
path, and; 
 Outcome 12: An efficient, effective and development orientated public service 
and empowered, fair and inclusive citizenship. 
 
These outcomes are key enablers to achieving the goals set out in the National 
Development Plan (NDP). Most directly, the NDP relies on the DHA to facilitate 
migration of scarce skills into South Africa to enable rapid growth. There are, 
however, four other areas of the NDP in which the identity and immigration systems 
of the Department can play an important role. These are the building of a capable 
state; assisting in the war against crime and corruption; empowering an active 
citizenry; and promoting regional growth and development. A DHA that can provide 
accurate and up to date statistics can also assist in spatial planning so as to achieve 
orderly urban growth and rural development (DHA Annual Performance 
Plan2013/14-2014/15). 
 
The purpose of this study was to assess the current state of Civic Service delivery in 
Home Affairs and to ascertain how continuous monitoring and evaluation could be 
factored in to enhance the delivery of services.  
The Department’s core civic duties are 
 Maintaining the National Population Register (NPR) ; 
 Managing the birth, marriage and death records ; 
 Determining and granting citizenship; 
 Issuing travel documents and passports ; and 
 Issuing identity documents (ID).  
These are achieved by issuing South African nationals and residents with 
documents pertaining to: 
 
 Births, marriages and deaths  
 Identity documents and identification  
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 Citizenship; and 
 Travel documents and passports 
 
It became evident from the study (PSC, 2006/7), Investigation and unannounced 
visits and from the Home Affairs Ministers that the public service sector and, in 
particular, the DHA is experiencing several problems in terms of achieving its service 
delivery mandate. It transpired that the Department lacked structured and formal 
frameworks, and policies and strategies for conducting its operations. The 
organisation is viewed to have too many unskilled and de-motivated staff. The 
current state of service delivery in the Department of Home Affairs has also revealed 
disturbing findings relating to corruption, poor service delivery, inappropriate 
attitudes of staff towards clients, fraud, nepotism and staff who suffer depression 
from having to work in these dire conditions. 
 
1.4 MOTIVATION OF THE STUDY 
The 2007 Turnaround Strategy was implemented following an investigation by a 
government task team into problems at the DHA. The investigation commissioned by 
the DHA Executive leadership, the former Director General MrMavusoMsimango and 
the former Minister, MsNosiviweMapisaNqakula  in 2005, found a lack of strategic 
leadership and management capacity, a poor transformation agenda and a general 
crisis response to problems, all due to a lack of adequate management plans, (PSC 
2008:18). 
Underlying the weaknesses in planning, implementation, performance measurement, 
monitoring and evaluation are the following factors:  
 Lack of integrated planning and measurement; 
 Little understanding by middle managers of top level strategic direction; and 
an inability to pinpoint goals and measures; 
 Performance measures not strictly aligned with strategy; 
 Little strategic planning or tactical planning around budgets; 
 Little formal feedback from measurement results to strategy process; 
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 Self-serving definition of measures, few service delivery measurements and 
little focus on client satisfaction creation; 
          Little accountability for performance and no clear responsibility for defining 
performance measures (From Briefings by then Minister and Task Team to 
DHA Portfolio Committee, Date of Meeting: 14 Mar 2007, Minutes)  
Before 2007, the ID process was taking too long: citizens without IDs waited on 
average for 127 days. This was an inconvenience to clients as the green ID booklet 
is a prerequisite for employment and social benefits in South Africa. While waiting, 
people could obtain temporary IDs, but they had to wait seven days for the IDs to be 
processed; and once processed, they were valid for three months less than the 
average wait for a permanent ID. The ID process was also unreliable and labour-
intensive because many ID applications took more than six months to be processed 
and people had to visit a branch office twice to renew their temporary IDs. Every trip 
to a branch office required a time commitment. According to a customer survey 
commissioned by the Department in October 2007, 40% of visitors waited in line for 
more than an hour. With no way of knowing when their IDs would be ready, 
desperate citizens often visited their local Department of Home Affairs offices in the 
hope of expediting their applications. The Department's survey found that 39 per 
cent of people in line at branch offices were waiting to check their ID documents 
(Minutes: DHA Portfolio Committee, 14 March 2007). 
 
During 2009/10, the PSC conducted a Citizen Satisfaction Survey, this was a pilot 
study to determine citizens’ level of satisfaction with the services rendered by the 
Provincial Departments. The Department of Transport and Health, and the National 
Departments of Home Affairs, Police, Labour and Justice and Constitutional 
Development were selected for the study. The survey focused on the following: 
accessibility to public services, treating the citizens with courtesy and consideration, 
timeliness in the provision of services, availability of information on public services, 
knowledge and competence of officials, the condition of the facilities in which 
services are delivered, fairness and equity in service delivery, value for money in 
public service delivery, providing redress where a promised standard of service has 
not been met and finally,  outcomes of the encounter with the public service. These 
above-mentioned criterias were used during 2009 and 2010 as a basis for 
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conducting a pilot survey to determine the citizens’ level of satisfaction with services 
provided by government departments. The client satisfaction survey showed an 
overall client or citizen satisfaction with the services provided by the Department of 
Home Affairs (PSC 2010:33). 
 
Table1   :Customer satisfaction levels with services rendered by  
                 the Department of Home Affairs 
 
Table 1 below highlights customer of satisfaction levels with DHA services.  
 
Drivers of citizen satisfaction Satisfaction rating 
Fairness and Equity 90% 
Outcome 83.5% 
Value for Money 79.5% 
Knowledge and Competence of staff 75.1% 
Courtesy 72.3% 
Information 65.3% 
Facilities 62.4% 
Accessibility 61.4% 
Timeliness 51.5% 
Average Rating 71.2% 
PSC 2010: 20 
The findings further show that overall, 71.2% of the service users of the Department 
of Home Affairs systems were satisfied with services rendered by the Department. 
This reveals an improvement of 10.1% in the overall satisfaction rating compared to 
the findings of the PSC’s 2007 Citizen Satisfaction Survey where 61.1% of the 
service users were satisfied with the services rendered by the Department ( PSC 
2010:20). 
 
1.5     THE SIGNIFICANCE OF THE STUDY 
 
Since the advent of democracy, the South African government has made concerted 
efforts to transform the public service so that it responds to the needs of its citizens. 
Improved service delivery has become the cornerstone of all government 
programmes. The government has embraced a citizen-centred development 
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approach which requires active involvement and participation of citizens not only in 
service delivery, but also in policy and strategy formulation (PSC, 2010: viii). The 
public sector is, collectively, the world’s largest service provider. Any incremental 
improvement in public services positively impacts millions of people. The first step to 
acceptable delivery is to know one’s customers and their needs.  One common 
challenge faced by every organisation is how to better service its customers. The 
public sector is no exception. To address this, the public sector must find ways of 
improving the efficiency and effectiveness of its service delivery. 
 
Improved service delivery remains a key priority for the South African Government. 
The Department of Home Affairs is the only department that has a legal mandate to 
register births, marriages and deaths, make changes to the National Population 
Register and issue identity and travel documents .It is also the department mandated 
to decide on whether a foreign national can enter South Africa and under what 
conditions. The Department therefore has to provide all citizens with access to 
services that are secure, accessible and efficient (DHA annual report, 2011/12:29). 
Service delivery, especially in respect to the services rendered by the Department of 
Home Affairs, presents significant challenges that must be understood in an 
historical context. Millions of people rely on the Department of Home Affairs to get 
enabling documents. Therefore, the transformation of the Department of Home 
Affairs in order to ensure citizens get value for money through quality service 
delivery is of great importance. 
 
1.6 PRELIMINARY LITERATURE SURVEY 
 
The literature chapter will review all the available literature on transforming the public 
service, DHA Strategic Plans from 2007 to 2013, Public Service commission reports 
with specific focus on key drivers of citizen satisfaction with public service delivery, 
PSC Reports 2009/2010 to 2012/2013, public sector reforms, “Batho Pele” principles 
and strategies for measuring service delivery and customer satisfaction in the public 
sector. The importance of service delivery in government departments has seen the 
emergence of comprehensive programmes to research customer satisfaction. The 
discussion will review service delivery in South African government departments, 
with specific reference to the Department of Home Affairs. A clear definition of 
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transformation and service delivery will be discussed in terms of what it means to all 
South Africans, including a clear definition of the principle of Batho Pele (People 
First), its characteristics and the background to the Batho Pele principles. The 
discussion will also give a brief review of the Department of Home Affairs (DHA) as 
the study is based on service delivery in the Department. 
 
The study will make reference to New Public Management theories, White Papers on 
transforming the public service, public sector management reforms, public service 
delivery improvement plans and the government’s national development plan. 
Previous studies about improving service delivery in the public sector will also be 
reviewed. 
 
1.7 PROBLEM STATEMENT 
 
The problem area to be researched, therefore, is that despite attempts to improve 
service delivery at Department of Home Affairs offices, customers still regularly 
complain about corruption, inefficiency and the poor quality of services rendered by 
the Department.Clients continue to complain about long queues, and about officials 
not treating them in accordance with Batho Pele principles. Furthermore, there are 
continuing problems with poor turn-around times of some enabling documents like 
rectifications, amendments and full birth certificates as well as the long distances 
that have to be travelled by clients to some of the Home Affairs offices, especially in 
rural areas. Clearly, Home Affairs need to improve on all these areas in order to 
realise the full benefits of its transformation agenda. 
 
1.8     RESEARCH QUESTIONS 
The study will be guided by the following questions: 

 To what extent have transformation and change strategies helped the 
Department of Home Affairs to improve service delivery? 
 To what extent does the DHA abide by the “Batho Pele” principles? 
 What causes poor service delivery in the DHA? 
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 What measures can be put in place in order to ensure the Department of 
Home Affairs is able to achieve  its client satisfaction objectives? 
 To what extent does the Department invest in the development and training of 
staff? 
1.9      RESEARCH HYPOTHESIS 
The hypothesis for this study is that increased levels of commitment from senior 
management and staff from the Nelson Mandela and Sarah Baartman Regions that 
translate into a customer-care focus based on periodic monitoring and evaluation will 
lead to improved quality in the provision of civic services. 
 
1.10    AIM AND OBJECTIVES OF THE STUDY 
 
The aim of the study was to assess the progress and the overall impact of the 
transformation and the turn- around strategy of the DHA for the period 2009 to 2013, 
with special focus on the Nelson Mandela Bay Metro and Sarah Baartman Regions 
in the Province of the Eastern Cape. 
 
The objectives of the study are to: 
 
 Understand the theoretical context of public service reform in respect of 
change and transformation management; 
 Assess the quality of current service delivery in the DHA and the level of 
training and development of staff with specific reference to civic services; 
 Determine the impact the transformation and turn-around strategies have on 
the current levels of customer satisfaction with the service provided by the 
DHA;  
•  Determine the views and perceptions of employees towards the changes 
taking place in the organisation; 
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•  Determine how training, and continuous monitoring and evaluation could help 
to enhance institutional accountability with regard to meeting organisational 
objectives and goals; and 
 Provide recommendations to improve current service delivery practices so as 
to help render an effective service. 
 
1.11     RESEARCH DESIGN AND METHODOLOGY 
 
Research design refers to the conceptual analysis of the research problem. The first 
phase of this study was aimed at explaining and discussing the nature of the public 
service transformation in terms of change management. In addition, the study 
investigated the implementation of change management in respect of various 
strategies implemented by the Department of Home Affairs. The study referred to 
applicable legislation and policies as well as secondary data in the form of articles, 
journals and applicable annual strategic documents and performance reports 
involving the department. (Burns & Grove 2005:738). Research methodology refers 
to the methods, techniques and procedures that are employed in the process of 
implementing the research design, (Babbie& Mouton 2001:647). The study will follow 
a quantitative approach which is a formal, objective, systematic process to describe 
and examine cause-and-effect interactions among variables (Burns & Grove 
2005:747).  
 
1.11.1    Sample population 
 
The term ‘population’ refers to all elements such as individuals, objects, events or 
substances that meet the sample criteria for inclusion in a study (Burns & Grove 
2005:746). Sampling refers to the process of selecting a portion of the population to 
represent the entire population (Polit& Hunger, 1999:279). The target population in 
this study included DHA staff for Nelson Mandela Bay Metropolitan Municipality and 
Sarah Baartman Regions and DHA clients. According to Polit and Beck (2004:711) 
the accessible population is the population of people available for a particular study, 
often a non-random subset of the target population.  
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The sampling technique that is used in this study is convenience non-probability 
sampling. Convenience sampling is the use of the most readily accessible person or 
object as subject in the study (LoBiondo-Wood & Haber 2006:265). In this study the 
readily available respondents were staff and clients selected at the time that the 
researcher was visiting the DHA offices in Nelson Mandela Bay Metro and Sarah 
Baartman regions, These are situated in Port Elizabeth, Cleary Park, Humansdorp, 
Motherwell, Uitenhage and Grahamstown. 
 
1.11.2   Data collection 
 
According to Burns and Grove (2005:733) data collection involves the precise and 
systematic gathering of information relevant to the research purpose or the specific 
objectives, question or hypothesis of the study. Two sets of questionnaires were 
administered in this study to collect quantitative data. Furthermore, it is envisaged 
that eighty (80) to 100 questionnaires will be administered to both Department of 
Home Affairs employees and clients.  
 
The purpose of the questionnaire for the employees was to solicit information 
regarding the implementation of customer service and the overall satisfaction of 
employees with regard to the change and transformation taking place. Twenty 
questions were administered to clients in order to gauge their opinion regarding 
service delivery.  The first set of questionnaires (see Annexure D) consists of Section 
A which requests  biographical information while section B consists fifteen (15) 
statements on a Likert Scale questionnaire addressed to DHA employees to elicit 
their opinions, perceptions and levels of satisfaction regarding changes taking place 
in the Department. 
 
The second questionnaire (see Annexure E) which was directed to DHA clients/ 
service users and employees, consists of section A (biographical information) while 
section B, consists of a Likert Scale organised of fifteen (15) statements. The five 
point Likert scale ranges from (5) Strongly Agree to (1) Strongly disagree).  The 
purpose of the questionnaire was to solicit information from DHA respondents 
regarding Home Affairs’ customer services.  
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1.11.3   Data analysis 
 
Polit and Hungler (1995:525) state that data analysis entails organising data so that 
research questions can be answered. The data collected will be analysed with the 
assistance of the resident statistician at the NMMU and Statistica 10 was utilised to 
present data. The method of descriptive statistics was used to analyse data in this 
study with assistance from a professional statistician. Data was organised and 
presented graphically to describe clients’ perceptions of service delivery and 
experiences as also the perceptions of employees regarding the change and 
transformation taking place in the organisation. 
 
1.11.4 Measures to ensure validity and reliability 
 
Validity refers to whether an instrument accurately measures what it is supposed to 
be measured (LoBiondo-Wood & Haber 2006:338). The reliability of a research 
instrument is defined as the extent to which the instrument yields the same results 
on repeated measures (LoBiondo-Wood & Haber 2006:345). The researcher 
implemented measures to ensure face and content validity as well as reliability. 
 
1.12    LIMITATIONS OF THE STUDY 
 
Certain limitations were anticipated during the study. For example, some office 
managers were not available as a result of other official commitments. In addition, 
the verification of information was hampered in some instances by the Department’s 
inability to release documents because they are regarded as confidential. It was 
anticipated that at the time of the study their content might not yet be available for 
public consumption 
 
1.13    ETHICAL CONSIDERATIONS 
Ethics are a set of moral principles initially suggested by an individual or group and 
then subsequently more widely accepted. Ethics offer rules and behavioural 
expectations about the most correct conduct towards, for example, experimental 
subjects and respondents, employers, sponsors, other 
researchers, assistants and students (Strydom cited in De Voset al. 2002:63). 
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For the purpose of this study, the following ethical issues were taken into 
consideration: 
1.13.1    Permission and consent form 
Prior permission to conduct the study was obtained from the Chief Director: Learning 
Academy of the DHA (See Annexure C). Prior to commencement of the study, the 
respondents were informed of the nature, aims and objectives of the study and of 
their right to participate or not to participate. 
 
1.13.2   Anonymity and confidentiality 
All the information obtained from the respondents was afforded absolute 
confidentiality and participants were assured their names would not be noted or used 
in the study. 
 
1.13.3     No harm to participants 
The respondents were protected from any physical or emotional harm and were 
thoroughly informed in advance about the nature and purpose of the investigation. 
The respondents were told that if they felt uncomfortable during the answering of the 
questionnaire, they were entitled to withdraw from the process at any stage. 
 
1.13.4  Violation of privacy 
De Vos (1998:20) states the right to privacy must guarantee the individual’s right to 
decide when, where, to whom and to what extent his or her attitudes and beliefs 
could be revealed. Measures were therefore taken to ensure and maintain the worth 
and dignity of respondents. The respondents were informed of their rights during 
every stage of the study. 
 
1.13.5   Deceiving subjects 
Babbie and Mouton (2001:525) state that a researcher should be sufficiently 
persuasive to get people to complete a lengthy questionnaire. In this study, the field 
workers were required to identify themselves to the subjects and to do everything in 
their power not to deceive the applicants. 
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1.14  LAYOUT OF THE STUDY 
This study consists of five chapters, as follows. 
 
Chapter 1: Overview of Study 
This chapter comprises an introductory orientation indicating the actual and 
relevance of the research and including the formal statement of the research 
problem; and the goals, methods and processes of the study. 
 
Chapter 2 :  Literature Review 
The chapter explored relevant literature including public sector reform theories to 
contextualise the extent of customer satisfaction in relation to service delivery. The 
literature review examines recent and historically significant research studies and 
reports that act as a basis for the proposed study. Theoretical models of leadership, 
change and the management of change are also discussed. A number of textbooks, 
journals, the DHA Annual reports, the DHA strategic plans, and annual performance 
plans as well as, service quality and client satisfaction studies conducted by the 
Public Service Commission was reviewed. In addition, other sources of information 
will be consulted in order to present a comprehensive literature survey of the 
established models and theories.  
 
Chapter Three 
Chapter 3 will provide an in-depth discussion of the research methodology used to 
investigate the research problem. The design for the sample selection and size, the 
research instruments used, the procedures followed and the statistical techniques  
used to analyse the data are all highlighted. 
 
Chapter Four 
Chapter 4 focused on the findings that were obtained from the research study.  
Chapter Five 
Chapter 5 dealt with the discussion of results that were obtained. Conclusions are 
based on the results obtained and the possible practical implications of the research 
findings highlighted. In conclusion, recommendations for future research were made.  
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1.15 CLARIFICATION OF CONCEPTS 
For the purpose of the study, the following concepts require clarification.  
 
1.15.1 Service delivery standards 
 
Customer service standards include degree of excellence, response time, 
accessibility, delivery time and commitment.  
 
1.15.2 Customer Service 
 
Customer service can be described as the totality of what an organization does to 
add value to its products and service in the eye of the customer. Customer service 
entails anything that an organization can do to enhance the customer experience. 
There has been a change in how a customer is perceived in an organization. Initially, 
customer service was seen as the exclusive domain of the people who are in contact 
with the public or citizens.  Thereafter, customer service was seen as the 
responsibility of the department dealing with customer complaints. Organisations in 
the 21st century, however, realise that every personnel member and all of an 
organization’s activities must strive for improvement of customer service and 
satisfaction (Brink and Berndt 2003:48). 
 
1.14.3 Customer Satisfaction 
 
The ultimate aim of an organisation is to ensure that customers receive satisfactory 
services. Customer satisfaction can be described as the degree to which an 
organization’s product or service performance matches up to the expectations of the 
customers. If the performance is below par, the customer is dissatisfied. There is a 
general consensus that when customers are satisfied, they have a higher propensity 
to be loyal. It is therefore essential for the organization to ensure that everything is 
done to provide customer satisfaction. The objective here is to increase the bottom 
line in the organisation (Brink & Berndt, 2003:48). 
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1.15.4  Transparency 
 
According to Van der Walt (2004:16), transparency refers to the availability of 
information to the general public and clarity about government rules, regulations and 
decisions 
 
1.15.5  Service quality 
 
According to Van der Waldt, G. 2004: 16) service quality may be described as the 
process of minimizing the performance gap between actual delivery and customer 
expectation. Service quality can also be defined as the ability of an organization to 
determine correctly the customers’ expectations and to deliver the service at a 
quality level that will at least equal those customer expectations. Service quality 
comes about through a focused evaluation reflecting the customer’s perception of a 
specific dimension of service (Brink & Berndt, 2003:70). 
 
1.16 CONCLUSION 
 
A transformed South African Public Service will be judged by one criterion above all, 
i.e. its effectiveness and efficiency in delivering services which meet the basic needs 
of all South African citizens. Public services are not a privilege in a civilised and 
democratic society, they are a legitimate expectation. That is why meeting the basic 
needs of all citizens is one of the five key programmes of the Government’s 
Reconstruction and Development Programme.  
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CHAPTER TWO 
IMPROVING PUBLIC SERVICE DELIVERY AND CUSTOMER CARE IN THE 
DEPARTMENT OF HOME AFFAIRS 
2.1    INTRODUCTION 
The public sector has traditionally had a reputation for poor service delivery and a 
lack of sufficient citizen-support orientation. Since the restructuring of the South 
African Public Service in 1994, the key challenges have been to attract the personnel 
with the requisite skills and knowledge and to develop a customer-centric culture 
within the public service, hence the embracing of the “Batho Pele” Principles, which 
are about putting people first. According to Jordan, (2010:30) excellence in the public 
service is a rare commodity, and if found, it must be celebrated so that poor 
performers have no choice but to perform. The key realization must be that the main 
responsibility and obligation of the public sector is to serve its citizens with absolute 
professionalism and expertise. 
Jordan (2010:30) states that there are pockets of excellence in the South African 
Public Service, but the overwhelming impression is that these are far too few. There 
is a need to make excellence in the public service a norm. On the eve of sixteen 
years of democracy on 26 April 2009, President Zuma met with public servants to 
discuss service delivery problems in government. The President also stated that the 
country needed a new breed of public servants, i.e. a public servant who respects 
the citizen, who values public resources and who comes to work on time and 
performs his or her duties diligently. Government departments need to work tirelessly 
to turn the public service into efficient, effective and very caring machinery that will 
respond effectively to the needs of the people. This means government departments 
need to connect with the people, and particularly on challenges they face on a daily 
basis with regard to service delivery, as well as to understand their aspirations 
(Jordan &Tressel, 2009:18). 
The aim of this chapter is to introduce the reader to some of the programmes which 
are implemented in order to transform the public service. The spectrum of the 
available literature related to the broader concept of transformation in the public 
service was reviewed with reference to the Department of Home Affairs. Elements 
that are of relevance to the importance, formulation, implementation and monitoring 
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of policies in the public service were identified and explained. The importance of this 
chapter is that it forms the theoretical basis for the arguments regarding the policies 
formulated and implemented in the public service. 
2.2 MULTIPLE-FACTORS IMPACTING ON PUBLIC SERVICE 
          PRODUCTIVITY 
Achieving a high degree of productivity is an important objective of public service 
organisations across the world given the pressure to deliver quality public goods and 
services within the limits of ever-increasing resource constraints. The South African 
Public Service is no exception to this global phenomenon. Whereas performance is 
directed at measuring outputs achieved, productivity goes an important step further 
by measuring the relationship between the resources used to achieve outputs. For 
example, existing performance management systems in public service departments 
often reward officials for their perceived levels of performance. However, the 
departments in which these officials are located may be subject to criticism for 
under-spending, erratic service delivery and poor adherence to the Batho Pele 
principles. Productivity in this context is then highly relative and may be contested. 
The development of a generic productivity management framework with a valid, 
user-friendly measurement instrument that links, among others factors, individual 
and organisational performance, will assist in addressing such potential anomalies. 
Thus, the Department of Public Service and Administration (DPSA) took concrete 
steps towards the development of a public service productivity management 
framework when it hosted a National Consultative Workshop on a Productivity 
Management Framework in Johannesburg during October 2013. 
This Framework was informed by local and international best practices; as well as 
the practise-based experiences of officials in the Departments of Health, Education 
and Human Settlements. The framework, with its emphasis on service quality and 
the needs of citizens, defines public service productivity as the creation of citizen 
satisfaction through the generation and application of knowledge, skills and other 
resources to produce products and make available services that are accessible and 
meet the quality needs and standards of the citizen and are consistent with social, 
environmental and economic goals of the citizens. Public service productivity is thus 
understood as the ratio between the quantity and quality of the outputs, goods and 
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services and the inputs (labour, financial resources and infrastructure), taking into 
account the multiplicity of factors impacting on service quality and quantity (as 
illustrated in the generic strategy model below in figure 1. 
Figure 1: Multi-factors impacting on public service productivity 
       
 
 
 
 
 
 
 
 
 
 
 
 
 
  
Source: Colette Clark (2013: 39)  
Colette Clark (2013: 39) the Deputy Director General for Service Delivery and 
Organizational Transformation, states that achieving a high degree of productivity is 
an important objective of public service departments across the world given the 
pressure to deliver quality public goods and services within the limits of ever-
increasing resource constraints. What is all-important is the creation of citizenship 
satisfaction through the generation and application of knowledge, skills and other 
resources to produce products and make available services that are accessible and 
meet the quality needs and standards of the citizen and are consistent with social, 
environmental and economic goals of the citizens. 
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2.3 HOME AFFAIRS SERVICE DELIVERY ENVIRONMENT 
 
The DHA: Annual Performance Plan, 2013/14-2015/16 defines the Department of 
Home Affairs as the custodian, protector and verifier of the identity and status of 
citizens and other persons resident in South Africa as recorded on the National 
Population Register, including the issuing of travelling documents. DHA controls, 
regulates and facilitates immigration and the traffic of persons through ports of entry. 
It also services foreign missions; enforces the Immigration Act; and determines the 
status of asylum seekers and refugees in accordance with international obligations. 
 
The mandate of the Department is in broad alignment with the National Development 
Plan (NDP). The inclusion of all citizens in a democracy is enabled by providing them 
with a status and an identity that gives them access to rights and services. 
Improvements to the efficiency and security of systems operated by the DHA, as in 
the case of IDs, have assisted the poor and reduced corruption. There has also been 
a major drive by DHA, especially in rural areas, to ensure early registration of birth 
and the inclusion of all citizens in the national population register. 
 
One of the pillars the NDP seeks to provide must support the building of a capable 
state that can play a decisive role in development and in service delivery. The DHA 
has embarked on a large-scale modernisation programme that will enable the state 
to deliver services more efficiently and securely. The same systems will aim to 
produce reliable statistics for planning purposes (DHA Annual Performance Plan, 
2013/14- 2015/16). 
 
2.3.1 The Benefits of DHA Modernisation 
The DHA Annual Performance Report (2012/13:38) clarifies that the modernisation 
programme continues to be key to the DHA Civic Services’ Branch quest for 
automation of business processes to improve service delivery and turnaround times.  
The modernisation project aims to provide the following benefits: 
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• Migrating from the current paper-based processes to a fully digitized   environment. 
• Embracing paperless processing allowing for electronic capture of applications 
such as e-forms, scanning of supporting documents and workflow.  
• Uninterrupted service delivery due to dual network links, off-line processing 
capability and back-up power. 
• System Performance & Security because of sufficient processing power (PCs and 
Servers), active directory (AD) and anti-virus software. 
• Branch Queue Management ensuring electronic and uninterrupted branch      
queue management. 
• Live Capture of Photos (ICAO) and Fingerprints (e-fingerprints) aligned with 
international standards. 
• Fast and cost-effective software deployment, and,  
• Non-repudiation to ensure that the occurrence and integrity of an 
interaction/transaction cannot be refuted by the Citizen or DHA official, both in an on-
line and off-line mode.  
2.3.2. Smart ID Card 
The new smart ID cards aim to cut down on the fraudulent use of fake or stolen IDs. 
The new cards will be almost impossible to forge. The primary reason behind the 
introduction of the smart ID card is to clamp down on identity fraud. Government has 
continuously lauded the security features of the smart ID card, saying the card will be 
almost impossible to fabricate. 
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Figure 2: Smart ID card 
 
DHA Annual Report: 2012/13:19 
The card body is secure and durable, made of quality polycarbonate materials which 
will prevent tampering. 
 It also has two forms of security features: 
 The first is physical security features on the card body such as holograms, laser 
engraving and personal details which will provide visual verification of the card 
and enable easy identification of cards that have been tampered with; 
 Then, there are logical security features which include fingerprint     biometrics 
and biographic data which is embedded on the 80 kilobytes card chip. 
2.4.   SERVICE DELIVERY IMPROVEMENT PROGRAMME (SDIP) 
The ultimate responsibility for the implementation of the “Batho Pele” principles lies 
with the political and administrative heads of the DHA. Thus, the compilation of a 
service delivery improvement monitoring programme would be an essential tool/ 
mechanism to monitor delivery in a department, White Paper on Transforming Public 
Service Delivery (1997:24) 
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The service delivery improvement programme should, among other things, set out 
the following: 
 The existing levels of service and the proposed service standards to be 
adopted in the short, medium and long term. 
 How service standards will be monitored and reported on, and what 
management information systems will support this. 
 The organization and systems arrangements which will ensure standards are 
met. 
 The human resources training, supervision and appraisal arrangements, 
which will ensure that staff behave in accordance with the principles of Batho 
Pele. 
 How the department’s communication system will be geared to providing 
information about the type and frequency of services that customers require, 
and,  
 The financial management systems which will collect data on the unit costs of 
key services, in order to provide information for standard and priority setting in 
subsequent years. 
The relevant Minister/ Executive authority must approve the Department’s 
programme. Once approved, the Head of the Department will be held accountable 
for its implementation while the head of the department in turn, will hold his/ her 
managers accountable for delivery of the individual elements of the programme. 
2.5   MONITORING AND EVALUATION: A TOOL FOR PUBIC SECTOR  
        EXCELLENCE 
The importance of excellence in the public sector cannot be over-emphasized. The 
public sector impacts on the daily lives of citizens and its actions or inactions 
influence economic growth and political stability.  There are indeed pockets of 
excellence in the South African Public service, but the overwhelming picture 
suggests these are far too few (Jordan 2010:34). Monitoring and evaluation (M&E) is 
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an integral part of performance management.  It must act as a tool for lifting 
government performance and driving the public sector towards excellence. 
Performance should be monitored to ensure that implementation is done according 
to Department’s Strategic Plan.  Such monitoring and evaluation should focus on 
both financial and non-financial performance. Reporting requirements should be 
targeted at managers to ensure that data is useful and practical. Performance 
measures and indicators developed in the planning phase must act as as a very 
important vehicle in the monitoring process. According to the PSC Report (2010/11: 
13), the performance management and development of senior managers is crucial in 
ensuring effective service delivery in the Public Service. 
Monitoring and evaluation depend heavily on the availability of timely and relevant 
information. The absence of proper and adequate management information systems 
often makes it difficult to undertake this task. PSC research shows that while some 
departments do have systems, by and large this is an area of weakness the public 
service. Reports need to be generated on a regular basis to ensure that problems 
are detected early. In general, reports should be produced annually, quarterly and 
monthly. The reported information should not only cover financial information but 
also non-financial performance information. The focus should be on the actual 
performance as compared to performance and action plans intended to correct 
problems. A general weakness in public service reporting is a failure to refer back to 
plans as a framework for assessing performance (PSC research 2002:12).  
2.6   NEW PUBLIC MANAGEMENT (NPM) REFORMS IN THE SOUTH  
        AFRICAN PUBLIC SERVICE 
Hood (1991: 52) states that the setting of explicit goals and measurement of 
performance is a key feature of NPM. This can take the form of performance 
indicators and targets (Pollitt, 2001:473-474). Hughes (2003:54-55) states that 
organizations must focus on results and this entails stressing performance by both 
individuals and departments. According to Larbi (1999:23) states that performance 
contracting is a written or negotiated agreement between government and managers 
wherein quantifiable targets are explicitly specified for a given period and 
performance is measured against targets at the end of the period. Polidano (1999) 
points out that performance-based accountability through contracts, has replaced old 
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civil service employment rules. Measurement of performance has been a central 
feature of public management reform in many countries (Pollitt and Bouckaert, 
(2004:90) 
There was a trade-off between giving managers greater autonomy to manage and 
performance management requirements. In return for providing greater autonomy, 
managers must be under an obligation of accountability for their performance 
through performance targets (Minogue 1998:26 and (United Nations, 2005:55). It 
needs to be noted that Performance Management is not new. Pollitt and Bouckaert 
2004:90) state that performance management is as old as Public Administration 
itself.  
Miller (2005:191) provides three main reasons why performance management has 
been introduced. The first objective is to provide an objective measure to assess a 
manager’s performance. The second objective is to determine whether they were 
performing their functions effectively. Thirdly, it is intended to improve the political-
administrative interface between politicians and senior management. 
Employment contracts are signed with the President at national level and the 
respective Premiers at provincial level to try and prevent undue interference and 
pressure from Ministers and MECs. In practice appointments are often made on the 
recommendations of Ministers and MECs. In the case of some provinces authority is 
delegated to MECs. (PSC 2008C: 24, 38). However, there have been substantive 
problems of Implementation and Compliance. This has been pointed out in both 
government documents and independent academics. 
The PSC has raised the problems of performance evaluation in a number of its 
reports. In 2004, it pointed out that Performance Management is still a major 
challenge facing the public service. Compliance with guidelines was described as 
erratic and inconsistent (PSC, 2004:16, 34). In 2006 it revealed that 52% of 
grievances relate to the way performance assessments are conducted (PSC 2006A: 
53). In 2004/5 only 40% of heads of departments were evaluated by the Executive 
Authorities (PSC 2007B:45). In 2005/6 it got worse when 50% of HoDs at national 
level and 44% of HoDs at provincial level did not get evaluated (PSC 2008D: 66). 
There was also concern about low level of compliance with regard to signing of 
performance agreements by senior officials (PSC 2007B:45-46). 
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Concern has been raised that poorly formulated Performance Agreements may 
result in appraisal outcomes that are either biased towards or against the HOD. 
These performance appraisals fail to show an adequate correlation between the 
performance of the HOD as an individual and the overall performance of the 
department for which she/he is responsible (PSC Report (2008C:18). In an interview 
with a senior official of the PSC, the Commissioner of Police was cited as an 
example of a manager getting a high bonus while failing to perform his job 
adequately, i. e. to reduce crime. 
This concern about performance management has been corroborated by 
independent studies. Maphunye (2001: 319) in an early study of performance 
management found that performance was not being effectively monitored. The 
evaluations that were being undertaken were inconsistent and left room for 
improvement. 
Miller (2005:93) pointed out that although officials are subservient to their Minister in 
terms of performance agreements, officials can manipulate the process. The 
Director-Generals stated that performance agreements are inadequate and are not 
taken seriously. 
A couple of other issues were raised in the interviews. The ex-Minister Public 
Service and Administration also raised the issue of whether there should be an 
organisational performance review in addition to an individual performance review. 
The government was trying to get departments to perform in clusters. However the 
cross-cutting nature of performance management made it difficult to perform and 
evaluate. 
It appears that the NPM driven reform is only skin deep. The evidence suggests that 
there is not a substantive performance culture in the South African Public Service. 
However, these implementation problems of performance management are not 
unique. These findings are consistent with other evidence on performance-related 
pay which are inconclusive and ambiguous (United Nations, 2005; Bourgon 2008:49-
50). 
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2.6.1   Increasing customer satisfaction in the SA Public Sector 
Another feature of NPM is a strong customer focus in designing and administering 
services (Polidano, 1999, Pollitt and Bouckaert, 2004). This is another private sector 
technique which entailed shaping products to be tested against the needs of service 
users (Kaul, 1996:143). Hughes (2003:58-59) states that NPM recognises the need 
of direct accountability between managers and public, as the results of a demands 
for a ‘client focus’. This has led to a redefinition. However, Haque (2000:603-604) 
argues that this redefinition of citizens as customers has posed challenges for 
accountability. For example, market-driven accountability is to private customers 
rather than to the collective public, particularly low-income citizens who are unable to 
afford services. It is affluent customers rather than the common citizens who hold 
government accountable. 
The White Paper on Transforming Public Service Delivery (RSA, 1997) is commonly 
known as the “Batho Pele” (People First) initiative. Its aim was to make service 
delivery a priority in the public service. It called for an improvement in the way 
services are improved. It entailed a shift away from  bureaucratic systems. It 
recommended processes aimed at a new way of working which was faster and more 
responsive and which put the needs of the public first  (Ncholo, 2000:123). “Batho 
Pele” therefore comprises 8 principles namely, Consultation with citizens with regard 
to level and quality of services; the setting of service standards; equal access; 
courtesy and consideration; provision of information on eligibility; openness and 
transparency regarding costs and responsibilities, prioritising redress and value for 
money (RSA, 1997). According to Miller (2005:79) it speaks the language of NPM 
and entrenches the notion that the public are ‘customers’. She argues that it is quite 
similar to the British Citizen’s Charter (also see McLennan, 2007:45). 
The election of President Mbeki in 1999 heralded a greater emphasis on service 
delivery with the creation of Multi-purpose Community Centres. (MPCCs). These 
MPCCs are intended to deliver services for all spheres of government from a single 
location. In other words, they are aimed at providing access to a basket of services 
and government information. They are located in poor and marginalised areas where 
poor people live (Levin, 2004:3). MPCCs are now called Thusong Centres. As of 
2007, 96 centres were in operation (Levin, 2007: 15). By March 2008, 125 
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operational Thusong Service Centres had been created (The Presidency, 2008:8). 
However many centres are still without centre managers. Some of the staff members 
providing services at the Thusong Centres lack motivation, as staff shortages are 
common (DPSA 2007:28). The PSC has conducted a number of studies on service 
delivery surveys of selected departments which have shown reasonably high level 
citizen satisfaction with service delivery. They have also consistently raised this 
issue in their annual reports. 
They have also noted that Government is struggling to implement “Batho Pele” 
principles.  It is poorly understood and has not been successfully implemented (PSC 
(2004:3). The PSC (2005) stated that Batho Pele needed to be embedded in service 
delivery and performance management planning. There was concern about 
availability of information and redress on complaints. The PSC Report (2006B) found 
that a number of departments have been complying with the Batho Pele framework 
by ensuring that their services are made more accessible to clients. Access to 
services is uneven across departments, as are internal measures that should be put 
in place to set standards for access, to provide for consultation with stakeholders 
and to monitor and evaluate access. The PSC (2006C) found that there is partial 
compliance with the Batho Pele principle of redress. Most departments have some 
form of complaints’ handling procedures yet a great deal more needs to be done in 
terms of formalising, monitoring and reviewing these procedures. The PSC stated 
that there was recurring concern in all of its Citizen Satisfaction surveys of 
inadequate redress measures for complaints (PSC 2007:39) 
The PSC (2006D) conducted a Citizen Satisfaction Survey for services provided by 
three departments. The results were mixed, with good satisfaction scores for some 
services, but less so for other services. Evidence suggests that there has been some 
improvement in service delivery over the past few years. For example, more than 
80% of departments now have Service Delivery Improvement Plans and a number of 
senior managers have had exposure to the coalface (‘Khaedu’). In addition, there 
has been the mainstreaming of Batho Pele (DPSA 2007:13). However, another 
report compiled for the Presidency came to a different conclusion (Myrick, Dawood 
and Maphiri (2008:30). Myrick et al refer to an annual Markinor survey which asks 
respondents whether government services are improving. The highest approval 
rating occurred in 2004 when only 40% of respondents agreed that government 
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services were improving. In order to improve service delivery there was an 
amendment to regulations in 2006 which required senior managers to incorporate all 
Batho Pele principles into their work plans and Performance agreements (PSC 2008: 
60). 
Where NPM has perhaps seen an advancement upon traditional Public 
Administration has been an emphasis upon on citizen orientated services (Bourgon 
2007:221).The South African government has accordingly attempted to make service 
delivery a priority. What the evidence suggests is that there have been mixed results 
in terms of service delivery. 
Firstly, there is the question of the organisational culture. The working environment 
of public servants has impacted negatively on “Batho Pele’s” effectiveness. 
Management failure to act decisively on ethical transgressions and alleged 
corruption coupled with a general wave of materialistic greed undermined the 
promotion and application of professional ethics and Constitutional values (DPSA 
2007:13, 47). McLennan (2007:253) argued that Batho Pele has created a 
framework for treating citizens as customers which has arguably created a self-
interested rather than a professional culture within the public service. 
A perception survey was undertaken on the impact of the public service strike of 
June 2007. This qualitative analysis revealed a high level of frustration. 
Approximately 56% of workers were committed to their job, compared to the global 
norm of 60%, while only 40% are committed to the public service as an employer 
compared to the global norm of 53%. This was a matter of concern. While 
remuneration was an issue, the survey suggested that management’s incompetence, 
bias and poor communication were seen as prevalent disincentives. (DPSA 2007: 5-
6, 25, 50, 51). These findings suggest that there is perhaps not sufficient 
commitment to service delivery goals. 
Secondly, there is a problem of poor skills levels within the public service which 
makes the achievement of developmental state goals unrealistic. Butler (2008:2-3) 
points out that South Africa does not have the skills base that the East Asian 
developmental states enjoyed. Southall (2006: xxv) states that a meritocratic public 
service forms the basis of these developmental states. In fairness, however, the 
state has put a great deal of emphasis on skills development. The Joint Initiative on 
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Priority Skills Acquisition (JIPSA) was set up by government to speed up skills 
development. It looks at skills shortages and ways to develop these skills. It consists 
of government, labour and business. The public sector has introduced occupational 
specific differentiation for professions such as nurses and teachers in order to deal 
with the skills problem. It is worth noting Polidano’s observation (1999:16-17) that 
capacity-building initiatives of this sort are not NPM-type reforms. 
Thirdly, there is the debate about merit-based appointments. A United Nations study 
(2005:80-82) states that experience has shown that strengthening appointment on 
merit is one of the most powerful ways in which governments can improve their 
effectiveness. It is also essential to improve and maintain the prestige of public 
sector employment (There can however be exceptions such as with affirmative 
action and political appointments). Merit-based appointment can go a long way to 
eradicating patronage in the public service. According to Adamlolekun (2004:7-8) a 
merit-based public service helps enhance the efficiency and productivity of an 
administrative system. He states that while there is a need in almost every modern 
state to combine merit with some form of representativeness. In practical terms merit 
is subordinated to a so-called concern with representativeness that is, in many 
cases, a cover for patronage or a crude quota system, characterised by opacity. 
Affirmative action in South Africa is not new. The National Party introduced a (tacit) 
policy of affirmative action for White Afrikaners after it assumed power in 1948, at the 
expense of English-speaking Whites and Blacks (Posel, 1999: 57). 
Given the historical injustices of the past, one of the major priorities of the new 
government is to promote a more representative workforce  Therefore the ANC-led 
government introduced a policy of affirmative action for Blacks, Women and gender 
(Ncholo, 2000). There is some evidence that suggests that patronage appointments 
in the public service have grown substantially since 1994 (UNDP, 2004, Picard, 
2005). For example, there is the influence of the controversial deployment policy of 
the ANC, which deploys party members to senior management positions in the 
public sector, many of whom lack experience. Here the doctrine of NPM has bumped 
into the reality of developing countries’ patronage systems. However as Cameron 
and Milne (2008:66) point out the reasons for a lack of skills in the public service is 
multifaceted which leads us to the next point. 
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Fourthly, there is the problem of vacancies. Staff shortages in the public service are 
not new. Posel (1999:71) points out that there were severe skills’ shortages under 
apartheid dating back to the late 1950s. There are still serious staff shortages in the 
public service (PSC, 2007:1a) A study concluded that there were skills shortages in 
financial and computer skills, literacy skills, and in human resource management and 
communication. There are also high-level skills shortages in professional categories 
which include doctors, mathematics and science teachers, engineers, planners and 
economists. 
Fifthly, there has been the problem of “brain drain” from public service to the more 
lucrative private sector (Cameron and Milne, 2008:106). A PSC report stated 
(2005:67), that there was not enough skilled managerial staff. There is a problem of 
retention of skills. The PSC: (2008C:15), raised concern about poaching by the 
private sector. Heads of Departments have indicated the failure to retain skills in 
government as the major reason government departments outsource projects 
instead of implementing them with their internal staff. This suggests that outsourcing 
has been undertaken for pragmatic rather than ideological reasons. There is also an 
exodus of skills to foreign countries. An analysis in 2001 of Destination-country 
statistics showed that approximately 10 per cent of all registered health practitioners 
were working in foreign countries (United Nations, 2005:61). Another issue is that of 
rapid mobility within the Public Service. Staff gets promoted from one department to 
another in a very quick period. It means that these officials may not be afforded the 
necessary time to broaden their skills within each of the posts that they occupy (PSC 
2008C: 16). As Sangweni and Mxakato-Diseko (2008:44) point out, it is quite 
common for young graduates to enter the department of the public service as a 
deputy-director and then, within a month, move onto senior levels in other 
departments, by simply applying. They suggest that this may mean that these 
officials are ‘dragging up’ public service capacity deficiencies and permanently 
embedding these into its structures. This leads to a rapid turnover of accountability. 
Often managers have moved on and fail to take responsibility for problem outcomes 
they have created themselves. 
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2.7   THE PUBLIC SERVICE ACT, ACT N0 103 OF 1994 
According to the Commonwealth Secretariat, (1996:21) a public service code of 
conduct provides guidance on required behaviour within the service. In addition it 
prescribes required standards of integrity and professional conduct. Such codes 
relate directly to conditions of employment and legally-enforceable regulations. At a 
time of rapid change, when organizational goals are increasingly emphasized and 
flexibility of process encouraged, codes of conduct  assume a particular significance 
According to Van der Waldt (2004: 93) the Public Service Act stipulates that state 
departments will manage performance in a consultative, supportive and non-
disciplinary manner in order to enhance organizational effectiveness, efficiency, and 
accountability for use of resources and the achievement of results. Performance 
management processes should link to broad and consistent plans for staff 
development and be aligned with the departmental strategic goals. The primary 
orientation of performance management should be developmental but should allow 
for effective responses both to consistently inadequate performance and for 
recognition of outstanding performance.  
2.8 EFFECTIVE SERVICE DELIVERY 
According to the Commonwealth Secretariat, (1996:16), performance management 
is the means by which public service goals are linked to individual target-setting, 
appraisal, and development. It aims to provide a strategy for delivering a higher 
quality service and for increasing efficiency by enhancing accountability and 
individual motivation. It also strives to assist organizational change.  
In order to improve productivity and eliminate negative perceptions about the 
efficiency and effectiveness of the Public Service, performance improvement is also 
necessary. Therefore, programmes to ensure an improvement in service delivery 
should be developed and implemented. According to Van der Waldt, (2004:94) 
service delivery involves the actual production or provision of goods and services to 
the community.  This needs to be conducted in accordance with plans and within the 
limits of the allocated budgetary funds. The focus here is on ensuring that all 
systems that support the implementation of the budget in service delivery are in 
place. These include personnel management systems, procurement systems and 
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risk management and internal control systems.  According to PSC (2002:12), there 
remains the need for some further restructuring of public service entities, particularly 
in the provinces.  In addition, in certain instances basic management systems 
require serious attention.  
2.9 WHITE PAPER ON TRANSFORMING PUBLIC SERVICE DELIVERY 
      (BATHO PELE) 1997 
Ayeni (2002: 42) states that the buzzword phrase in South Africa in the 21st century 
is service delivery, which is epitomized in the principles of Batho Pele, which means 
putting people first.  The effectiveness of the public service is measured in terms of 
its ability to respond to the needs of society,i.e. to putting people first. There is no 
more important issue in South Africa than improving the delivery of public services. 
An efficient, equitable and accountable Public Service is the hallmark of any 
democracy. In view of South Africa’s poor democratic history, the Public Service’s 
transformation process has two distinct aims, i.e. to firstly to improve the delivery of 
services to all people and secondly to demonstrate that South Africa has become a 
truly democratic society. According to Van der Waldt (2004:87) over the past 50 
years, government has become synonymous with delays, inefficiency, lack of 
customer service and bad attitudes. However, the Public Service in South Africa is 
being radically transformed through the policy called “Batho Pele” or People First. 
This policy sets out eight principles that regulate the behaviour of public servants 
and politicians. It seeks to ensure the transformation of service delivery, resulting in 
a more satisfied public and client base. Improving public service delivery matters not 
only to the individual users of services, but also to the whole community.  
Although much has been achieved in the Public Service, there is still much to do, 
specifically in relation to everyday that the Public Service gets wrong, such as having 
inappropriate office hours, untidy waiting areas and long queues at lunch times 
caused by staff being on lunch breaks. Improving service delivery calls for a shift 
away from inward-looking bureaucratic systems and attitudes towards a search for 
new ways of working which strive to put the needs of the people first. The ultimate 
goal of performance management is to improve services. The need to find more 
effective ways of working and serving the public has been recognized throughout the 
White Paper on Transforming Public Service Delivery (1997). The creation of a 
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people-centred and people-driven public service, which is characterized by equality, 
quality, punctuality and a strong code of ethics remain a priority for the government 
of the day. 
2.9.1    Setting service standards 
Improving service delivery matters not only to the individual users of services but to 
the whole community. However, the “Batho Pele” principles for transforming the 
public service, as contained in the policy framework, must still be translated into 
action. The South African Public Service is generally perceived as not progressing 
as effectively as it ought to in implementing the principles underlying the 
transformation of public service delivery. A further constraint is the fact that the 
Public Service is still operating within an over-centralised, hierarchical and rule 
bound system. 
In accordance with the “Batho Pele” principle of consultation, it is necessary that all 
national and provincial departments consult the public regularly and systematically 
about: 
 Service as currently provided; and 
 The provision of new basic services to those who lack them. 
In order to adhere to the Batho Pele principles, it will be up to the relevant 
departments in all spheres of Government to develop a service-delivery 
improvement programme to ensure that the Batho Pele concept is implemented. 
Blundel and Murdock (1997:175) state that comparing the current service profile by 
any Government Department against customer expectations will be necessary to 
meet customers’ agreed requirements and this will probably help to identify some 
areas where standards are falling below expectations. This is to be expected, for one 
of the tensions in managing to meet customer expectations is that these 
expectations are constantly rising. Once a customer sees that response times can 
be reduced from two weeks to two days, the new expectation becomes that it should 
be available in two hours. Hence the notion that improving quality and customer care 
is a journey rather than a destination.  
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2.10 DEALING WITH CUSTOMER DISSATISFACTION AND COMPLAINTS 
Listening to complaints is very important. Van der Waldt 2004:157) asserts that too 
often public services do not want to listen to complaints and consumers are passed 
from one member of staff to another. The information received via such complaints 
could be gathered as feedback from users and incorporated into the management 
policy. Clients require attention and sympathy from the service provider. Even if the 
complaint is not valid, the organization is provided with an opportunity to learn from 
the customer’s perception of events. 
A complaint provides an opportunity to put matters right (Plymire 1991:133) and 
complaints can be used as either a management tool to improve performance or as 
part of a wider attempt to gain feedback and comments about a product or service. 
Mature organizations encourage customers to complain. They seek to convert 
complaining customers into satisfied customers and to create a rapport thereby 
seizing the opportunity of direct customer contact as learning opportunity for the 
positive benefit of both parties (Martin 1994:57) 
Public service organizations should be able to identify the root cause of a complaint 
and make changes to prevent the same errors recurring in future, thus reducing the 
cost of staff time spent dealing with complaints in future. Where members of staff are 
being criticized, the organization should avoid a “blame culture” as this can result in 
a situation where staff fear complaints and deal with them negatively or with hostility. 
 A complaint is an expression of dissatisfaction about the standards of service, 
actions or lack of action affecting an individual customer or group of customers 
(Brennn and Douglass 2002:220). Consumers expect quality services. Complaints 
generally arise from dissatisfaction with products or services.  They occur when 
public service organizations fail to meet consumer’s expectations. The most common 
causes of complaints include failure to do something when promised, inefficiency, 
rudeness, delays, failure to keep customers informed of changes and inflexibility. 
Freemantle (1998:44). Desatnick and Detzel (1993:96) add to this list the following: 
discourteous, inept and incompetence, which are often the result of mere apathy or 
lack of attention. Access, information and redress are three key consumer principles 
at stake when examining consumer complaints in services.  Complaints provides an 
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opportunity to discover weaknesses in service provision, to identify areas for 
improvement and demonstrate high levels of customer care in resolving issues. 
Effective customer complaints procedures can help public sector organizations to 
improve both product and service quality by offering unhappy customers feed-back 
information to the providers of those goods and services. In addition, customer 
complaints can be instrumental in developing a quality culture within organizations 
by focusing on consumer requirements. Whatever the size of an organization, 
management of complaints is vital for creating and maintaining its effectiveness. If 
left unchecked, customer dissatisfaction may well have unwelcome knock-on effects. 
By actively encouraging complaints, an organizations gains a second chance to 
capture customer loyalty and approval. 
Blundel and Alex (1999:173) state that the public service needs to monitor customer 
complaints as a way of discovering what customers do not want moreover an 
effective complaints procedure can help determine recurring problems and indicate 
any weaknesses in service delivery.  
2.11   PERFORMANCE IMPROVEMENT: THE ROLE OF TRAINING AND 
          DEVELOPMENT 
It is worth discussing in some detail the significance of training and development in 
the improvement and modernization of management practice. The idea of improving 
and individual’s skills in line with changes in task and job requirements and as part of 
career planning is an important element in the management of expertise. Van der 
Waldt (2004:224) states that the importance of training has been widely recognized 
in public sector management and that vast amount of money are being spent on 
training programmes.  
Training and education are critical success factors in the deliverance of a quality 
service, as the training and education ethos determines what service is to be 
delivered and how this service will, in effect, be delivered.  The effectiveness of 
organizational reform will depend on the availability of staff with requisite skills to 
manage the financial, technological, and production resources necessary for 
effective product and service delivery.  
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For the public service to thrive and add real value to society, it needs to re-evaluate 
critically its role and positioning, branding and behaviour. This would enable the 
sector to reach a point where its environment more closely resembles the 
commercial environment, thereby redefining the behaviour of civil servants, 
delivering on the promises of public brands, and elevating sector status to that of 
perceived excellence. Until such time, however, public sector brands will merely 
continue to meet the increasingly low expectations of societies they serve and 
remain mired in mediocrity and poor performance. According to the Commonwealth 
Secretariat (1996: 18), staff training and development is increasingly central to 
performance improvement strategies in the public service for the following reasons: 
 The pace of organizational and technical change is accelerating, requiring 
staff to assimilate new skills and attitudes throughout their career in the public 
service; 
 The reduction in staff numbers requires individuals to be competent in a wider 
range of skills; 
 Public expectations of the public service are arising, requiring sharper 
technical skills and changed attitudes; and 
 The continuing pressure for demonstratable efficiency improvements in the 
public service requires enhanced business planning and strategic change 
skills at all levels. 
 
2.12   STRATEGIES AND TACTICS FOR PRODUCTIVITY IMPROVEMENT 
The purpose of productivity improvement efforts is to obtain improved yield from 
existing resources. According to Cloete and Mokgoro, (1995:121), productivity 
improvements are aimed at: 
 Increasing efficiency; 
 Increasing the effectiveness of programmes and services; 
 Decreasing the responsiveness of services of public needs; 
 Decreasing the cost of services while maintaining their quality; 
 Decreasing the time required to provide services; and 
 Improving the impact of services and programmes on target populations. 
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In addition, productivity improvement has the goal of improving the quality of work 
life (the physical environment, the morale and satisfaction of employees) and thereby 
combating problems associated with absenteeism, tardiness, accidents, strikes, work 
slowdowns and grievances (Nieugarten, 1985). 
 A Productivity Improvement Programme (PIP) should be translated into a proposal 
that identifies objectives, outlines a methodology, describes the benefits to be 
expected, sets a timetable and estimates costs. A programme of staff development, 
recruitment and training should form an integral part of a PIP proposal. However, 
According to Cloete and Mokgoro, (1995:121), in the South African context, there is 
a need to prioritize the institutional restructuring of the public service and the 
establishment of a progressive programme of staff development. The government 
lacks requisite skills that will enable it to plan and develop effective improvement 
systems. A training needs analysis followed by a comprehensive training programme 
is one possible solution towards addressing the problem of lack of requisite skills. 
2.13 A SYSTEMS MODEL OF CHANGE AND TRANSFORMATION 
 
As stated by Kreitner, Kinicki and Buelens (2002:545), a systems approach to 
change takes a “big picture” perspective of organizational change. It is based on the 
notion that much change, no matter how large or small, can have a cascading has 
cascading effect throughout the organization. This model offers managers a 
framework for understanding the broad complexities of organizational change. The 
three main components of the systems model are: inputs, target elements of change 
and outputs, as follows: 
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Figure 3 A systems approach to change 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Source: Adapted from Kreitner, Kinicki and Buelens (2002:546). 
 
As can be seen in Figure 3, change involves the interaction of all systems within the 
organization. These systems may interact in various ways, which will either facilitate 
or inhibit change. A key factor in managing change effectively is to understand the 
interaction of these systems. 
 
With regards to inputs, all organizational changes should be consistent with an 
organization’s mission, vision and resulting strategic plan. The mission statement 
should represent the reason for an organization’s existence, while the vision should 
define the long-term goals that describe what the organization wants to become. The 
strategic plan should be based on consideration of the organization’s strength and 
weaknesses relative to its environmental opportunities and threats. This comparison 
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results in the development of an organizational strategy to attain desired outputs, 
such as efficiency, customer satisfaction, quality, returns on investment, and 
acceptable levels of staff turnover and employee commitment, as well as profits. 
 
The target elements of change can be directed at realigning organizing 
arrangements, social factors, methods, goals or people. The choice of target 
elements of change, therefore, should be based on the strategy being pursued or the 
organizational problem at hand. It is important to note that people are the hub of any 
change process. Change will not succeed unless people embrace it. Output 
represents the desired end results of the change process. These results should be 
consistent with the strategic plan. Change may, thus, be directed at the 
organizational, departmental or group level (Kreitner, Kinicki and Buelens 2002:547). 
 
2.13.1    Organizational Development 
 
According to Brown and Donald (2006: 36) managing performance, change and 
transformation effectively is a major challenge facing organizations today. They 
further state that organizational renewal is important. If a company is to survive in an 
increasingly competitive marketplace, the organization must continuously adapt to its 
environment, without renewal, management cannot maintain excellence. No 
discussion of management of change would be complete without the inclusion of 
organizational development (OD). OD is not an easily defined concept, (Robbins 
2000:5).  However, it is best understood as a process of facilitation of planned 
organizational change and renewal. OD can be considered as an activity designed to 
facilitate long-term organization-wide changes. Its focus is to change the attitudes 
and values of organizational members  so that they can readily and competently 
adapt to, and be more effective in achieving, the new directions planned by the 
organization. OD is used mainly to change the organization’s culture. It can also be 
defined as a process by which behavioural knowledge and practices are pursued to 
help organizations achieve greater effectiveness, including improved quality of life, 
and increased productivity and service quality. The focus therefore should be on 
improving the organization’s ability to assess and solve its own problems. OD can 
take the form of survey feedbacks, process consultation, team building and inter 
group development (Robbins 2000; Robbins and DeCenzo, 200:178). 
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As further defined by Kretiner, Kinicki and Buelens  (2002:548), organizational 
development is concerned with helping managers to plan change in organizing 
people so as to develop the requisite commitment, coordination and competence. Its 
purpose is to enhance both the effectiveness of organizations and human well-being 
of their members through planned interventions in the organisation’s human process 
structures and systems, using knowledge of behavioural science and its intervention 
methods. OD techniques of intervention apply to all the change models that have 
been discussed above, and especially in Lewin’s model of initiating and controlling 
change. It is  also used to identify and implement targeted elements of change within 
the systems of change. It can also be used in the sequential steps leading to 
organizational change.  
 
The OD paradigm values human and organizational growth, collaborative and 
participative processes, and a spirit of inquiry. The change agent may be directive in 
OD; however, there is a strong emphasis on collaboration. Concepts such as power, 
authority, control, conflict, and coercion are held in relatively low esteem among OD 
change agents (Robbins, 2000:553). Robbins identified the underlying values in 
most OD efforts. These are: 
 
 Respect for people. Individuals are perceived as being responsible, 
conscientious and caring. They should be treated with dignity and respect. 
 Trust and support. The effective and healthy organization is characterized 
by trust, authenticity, openness, and a supportive climate. 
 Power equalisation. Effective organizations de-emphasize hierarchical 
authority and control. 
 Confrontation. Problems should be disregarded or ignored. They should be 
openly confronted. 
 Participation. The more that people who will be affected by a change are 
involved in the decisions surrounding it, the greater their commitment to the 
implementation of those change decisions. 
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Robbins (2000:554-556) further identified five OD techniques that change agents 
can use in the management of organizational change. 
 
 Sensitivity training. This is a method of changing behaviour through a 
process of unstructured group interaction. Members are brought together in a 
free and open environment in which participants engage in interactive 
processes, loosely directed by a professional behavioural scientist. The 
objective of the intervention is to increase sensitivity to the behaviour of others 
and increase understanding of group dynamics and behaviours. 
 Survey feedback. This is a tool for assessing attitudes held by organizational 
members and for identifying discrepancies among member perceptions and 
addressing differences. This approach can be administered by use of a 
questionnaire circulated and completed by organizational members. 
 Process consultation. No organization operates perfectly. Managers often 
sense that their unit’s performance can be improved, but they are unable to 
identify what can be improved and how it can be improved. A consultant is 
normally appointed to assist management to perceive, understand and act 
upon process events. This might include workflow, informal relationships 
among unit members and formal communication channels. Process 
consultation is similar to sensitivity training in its assumption that 
organizational effectiveness can be improved by dealing with interpersonal 
problems. Its emphasis is on involvement. Process consultation is more tasks 
directed than sensitivity training. 
 Team building. Organizations are increasingly relying on work teams to 
accomplish work tasks. Team building utilizes high-interaction group activities 
to increase trust and openness among team members where activities are 
interdependent. 
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 Inter-group development. This is a process that seeks to change the 
attitudes, stereotypes, and perceptions that groups or departments within the 
organization have of each other. 
 
2.13.2   Management of change 
Brown and Donald (2006:17) state that in today’s environment, companies seeking 
to be successful and survive are faced with the need to continually introduce 
changes. Continual change is a way of life. More and more organizations today are 
facing a dramatic and changing environment. This, in turn, is requiring organization 
to Adapt. “Change or die!” is the rallying cry among today’s managers worldwide 
(Keller, 1998). However, the introduction of change is often perceived as not only a 
threat to managerial personnel, but also to non-managerial personnel. As stated by 
Kreatner, Kinicki and Buelens, (2002:551), “no matter how technically or 
administratively perfect a proposed change may be, people either make or break it”. 
This is because “most people hate change that does not jingle in their pockets or 
bring about personal development” (Robbins and DeCenzo, 2001:235). Many targets 
or victims of change are cynical about its motives, relevance and processes. 
Cynicism about organizational change combines pessimism about the likelihood of 
successful change with blame, with those responsible for change being seen as 
incompetent, uncaring or simply lazy. According to Kreitner, Kinicki and Buelens 
(2002:551), change management, therefore, refers to the process, tools and 
techniques to manage the people side of business change to achieve the required 
business outcomes and to realize that businesses change effectively within the 
social infrastructure of the workplace. 
 
2.13.3  People resist change in the workplace 
Every manager or leader is familiar with employees who resist change. Sometimes it 
may be easy to see, employees fear a shift in power, or the need to learn new skills 
or the stress of having to join a new team. In other cases such resistance is far more 
puzzling. Employees may have the skills to make a change with ease, they may 
have strong commitment to the company and genuinely support the change, and yet 
inexplicably do nothing (Keller, 1998). 
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The continuum of resistance to change in Table 3 indicates how different individuals 
in the organization are likely to react to change. Resistance to change does not 
necessarily surface in uniform ways. Resistance can be overt, implicit, immediate or 
covert. It is easier for management to deal with resistance when it is overt and 
immediate. For instance, a change is proposed and employees quickly respond by 
voicing complaints and engaging in a work slowdown, threatening to go on strike, or 
the like. However, a greater challenge is management resistance that is implicit or 
deferred. Implicit resistance efforts are subtler and may result in loss of loyalty to the 
organization, loss of motivation to work, increased errors or mistakes and increased 
absenteeism. This resistance is difficult to recognize. Similarly, deferred actions 
cloud the link between the source of the resistance and the reaction to it. Change 
may produce what appears to be only a minimal reaction at the time it is initiated, but 
resistance surfaces weeks, months or even years later. Individuals and group 
behaviour following an organizational change can take many forms. The extremes 
range from passive acceptance to active resistance to change (Kreitner, Kinicki and 
Buelens 2002:548). 
 
Table 2: Continuum of resistance to change 
Acceptance Enthusiasm, Co-operation 
Co-operation under pressure from management 
Acceptance 
Passive resignation 
Indifference Apathy, loss of interest in job 
Doing only what is ordered 
Passive resistance Regressive behaviour 
Non-learning and work to rule 
Protests and doing as little as possible 
Active Resistance Slowing down 
Personal withdrawal 
Increased absenteeism 
Spoilage and continuous errors 
Deliberate sabotage 
Source: Adapted from Kreitner, Kinicki and Buelens (2002:552). 
 
Greenberg and Baron (2008:640) state that people’s reactions to organizational 
change can range from acceptance to active resistance. The continuum of 
resistance to change in Table 3 does not necessarily imply that people are opposed 
to working any harder or that they are hostile to the organization’s change efforts, but 
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shows that resistance to change can be as subtle as passive resignation and as 
overt as deliberate sabotage. As stated by Kreitner, Kinicki and Buelens, (2002:551), 
managers, therefore, need to learn to recognize the manifestations of resistance, 
both in themselves and in others, if they want to be more effective in creating and 
supporting change. 
 
Despite the best efforts of senior executives, major change initiatives often fail. 
Those failures have at least one common root: executives and employees see 
change differently. For senior managers, change means opportunity for the business 
and themselves. But for many employees, change is seen as disruptive, intrusive 
and not necessarily for their benefit.  Robbins and Decenzo (2001), Kreitner, Kinicki 
and Buelens (2002:81) and Brookes (1980:140), have identified various reasons why 
people resist change. These reasons are as follows: 
 
 Lack of status and job security. Administrative and technological changes 
that threaten to alter power basis or eliminate jobs, generally trigger strong 
resistance. For example, most corporate restructuring involves the elimination 
of managerial jobs. One cannot, therefore, be surprised when middle 
management resists both restructuring initiatives and participative 
management programmes that reduce their authority status. 
 An individual’s predisposition towards change. This predisposition is 
highly personal and deeply ingrained. It reflects an offshoot of how people 
have learned to handle change through socialization. 
 Change constitutes ambiguity and uncertainty of the unknown. When 
change is introduced without adequate awareness, affected employees 
become fearful of the implications. This arouses feelings of insecurity as 
change is viewed as a threat. Groups may have adopted work patterns which 
have been accepted previously and which nobody may want to change. It is 
these customers and practices, and probably not the job, which change 
threatens. 
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 Misunderstanding and lack of trust. Mutual mistrust can bedevil otherwise 
well-conceived change. Mistrust encourages secrecy, which begets deeper 
mistrust. Managers who trust employees make change process an open, 
honest and participative affair. On the other hand, employees who trust 
management are more willing to expend extra effort and take chances with 
new initiatives. 
 Belief that change instituted is not good for the organization. This occurs 
when there is belief that the change being instituted will be harmful to the 
organisation or it is not compatible with the goals of the organization. At other 
times, it may be felt that the change is only done for the benefit of certain 
individuals at the expense of the organization. 
 Peer pressure and personality conflicts. People not directly affected by 
change may actively resist it to protect the interest of co-workers. 
 Fear of failure. Intimidating changes to a job can cause employees to doubt 
their capabilities. Self-doubt erodes self-confidence and cripples personal 
growth and development. 
 There may be fear of a decline and fall in earnings due to a loss of personal 
control over certain working practices and procedures, which may be taken 
over by management. This may lead to manipulation of payment systems in 
order to ensure that countering the loss of certain informally held powers of 
may help to preserve earnings. 
 Self-interest and non-reinforcing reward systems. Individuals change 
when they do not foresee positive rewards for changing. For instance, 
employees are unlikely to support change that is perceived as requiring longer 
work hours and more work pressure, without clearly indicated rewards. 
 Most changes tend to disturb interpersonal relations as far as the 
influence and control element is concerned in working relations. Disruption of 
cultural traditions and group relationships can create conflict. This occurs 
mainly when innovations and changes in work procedures call for changes in 
working arrangements which then break down previously established social 
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ties. It also occurs whenever individuals are transferred, promoted or 
reassigned and cultural and group dynamics are thrown into disequilibrium. 
 Lack of tact or poor timing. Undue resistance can occur because changes 
are introduced in an insensitive manner or at an inopportune time (Robbins 
and DeCenzo 2001, Kreitner, Kinicki and Buelens 2002 and Brookes 1980. 
Despite the reasons for resistance that have been outlined above, research indicates 
a growing belief that resistance to change represents the employees’ responses to 
obstacles in the organization that prevent them from changing. For instance, in 
research conducted by Kotter (1999), it was found that obstacles in the 
organization’s structure or in a performance appraisal system impede change more 
than the individual’s direct resistance. This new perspective implies that a system to 
change should be used to determine the causes of failed change. Resistance to 
change neither always reflects opposition nor is it merely a result of change. Even 
when people unwittingly apply productive energy towards a hidden competing 
commitment, the resulting dynamic equilibrium stalls the effort in what looks like 
resistance but is in fact a kind of personal immunity to change (Kegan and Lahey, 
2001). 
 
2.13.4 Techniques for reducing resistance to change 
Leading major organizational change often involves radically reconfiguring a 
complex network of people, tasks and institutions that have their own modus 
operandi, no matter how dysfunctional it may appear. This most often results in 
some form of employee resistance. Most often resistance to change hinders the 
success of the change process. Hence, the ability to maintain perspective in the 
midst of oppositional action is critical to lowering resistance. 
 
According to Kreitner, Kinicki and Buelens (2002:554-555) before making any 
recommendations for overcoming resistance to change, there are four important 
factors that should be kept in mind. Firstly, an organization must be ready for 
change. Secondly, organizational change is less successful when top management 
fails to keep employees continually informed about the planned change process. 
Thirdly, management should not assume that employees are resisting change 
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consciously and lastly, employees’ perceptions and interpretation of change affects 
resistance significantly. Ensuring adaptation to change is an essential feature of a 
manager’s job when faced with demands and pressure from the organization to 
improve operating capability and performance efficiency. 
 
Robbins and DeCenzo (2001:163), Kreitner, Kinicki and Buelens 2002:221), and 
Balogun and Hailey (1999;79), suggest some tactics that can be pursued by change 
agents in dealing with resistance to change. These tactics are reviewed in the 
section that follows: 
 
 Education and commitment: Resistance can be reduced through 
communicating with employees to help them see the logic and necessity for 
change. This tactic assumes that the source of resistance is due to 
misinformation or poor communication. The communication, therefore, entails 
the explanation of the reasons for, and means of, strategic change.  It also 
involves convincing employees of the need for change, gaining their 
commitment and support. This may involve more than just talking to 
employees, and could include sending employees on a benchmarking visit to 
other organizations to learn how things could be done better. It should involve 
continuous communication at all steps of the change process. Communication 
can also be achieved through discussions, workshops, seminars, circulars or 
memos, group presentations and reports. Communication is easily confused 
with participation. However, communication and education are more to do 
with equipping employees with an understanding, which enables them to 
undertake personal change that is supportive of the organizational goals. This 
style of leading change is problematic, in that it can be difficult to generate 
commitment to action from it. Workshops and seminars may be seen as 
interesting exercises to generate awareness but may not translate into 
commitment tom action. It is also time consuming if a lot of people are 
involved and the direction or progress may be unclear. 
 Collaboration: In collaboration, there is a widespread involvement of 
employees in both what to change and how to deliver the needed changes. 
Employees are asked to contribute to both the goals set for change and the 
51 
 
means of achieving the goals. With collaboration, the intention is to maintain 
consultation with employees about how to deliver the desired change. This 
may be done through workshops, focus groups, or any type of participative 
face-to-face interactive meetings. The principle behind collaboration is that the 
more employees are involved, the more likely they are to support and to be 
committed  to the changes that they have helped to design, and the more 
likely they also are to sell those  changes to others in the organization. 
Furthermore, collaboration may be used, not only to determine what to 
change and how, but also to create awareness of the need for change by 
challenging complexity within the organization. Collaboration is time-
consuming. However, it can be very effective if the aim is to achieve 
incremental or long-term transformational change. 
 Participation: Participation is a form of limited collaboration. The principle 
that involvement will equal greater commitment still underpins this approach 
to change. It is difficult for individuals to resist a change decision in which they 
have participated. Prior to making a change, those opposed to it can be 
brought into the decision making process. Assuming that the participants have 
expertise to make a meaningful contribution, their involvement can reduce 
resistance, obtain commitment and increase the quality of the change 
decision. However, it is more of a consultation process than complete 
collaboration. Employees are allowed limited involvement in certain areas of 
change, such as how the desired changes can be achieved. Obviously, this 
change style enables management to retain greater control over the 
outcomes of the change process as they are setting the overall goals, if not 
the means of achieving the goals. Unfortunately, it may be seen by 
employees as manipulation, i.e. an attempt to pay lip-service to employee 
involvement, particularly if participation is limited or employees are told what 
outcome is expected from them. Participation can be very time-consuming if 
participators design an inappropriate change model. In most cases it may, 
however, lead to changes within an existing paradigm. It can best be used for 
incremental or non-crisis transformational change situations. 
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 Facilitation and support: Change agents can offer a range of supportive 
efforts to reduce resistance. When employees ‘ fear and anxiety are high, 
employee counselling and therapy, new skills training, or a short, paid leave of 
absence may facilitate the judgement. The drawback of this tactic is that it is 
very time-consuming and can also be an expensive exercise. Furthermore, its 
implementation offers no assurance of success. 
 Negotiation: Another way for the change agent to deal with potential 
resistance to change is to change something of value so as to achieve a 
lessening of the resistance. For instance, if resistance is centred around a few 
individuals, a specific reward package can be negotiated that will meet their 
individuals needs. Negotiation as a tactic may be necessary when resistance 
comes from a powerful source. Yet one cannot ignore its potentially high 
costs. Additionally, there is the risk that, once a change agent negotiates with 
one party to avoid resistance to change, he or she is open to the possibility of 
being blackmailed by other individuals in positions of power. 
 Manipulation and Co-optation: Manipulation refers to influential attempts to 
twist and distort facts to make them appear more attractive, withholding 
undesirable information and creating false rumours to get employees to 
accept a change, are examples of manipulation. Co-optation, on the other 
hand, is a form of both manipulation and participation. It seeks to “buy off’ the 
leaders of a resistance group by giving them a key role in the change 
decision. The leaders’ advice is sought, not to seek a better decision, but to 
get their endorsement. Both manipulation and co-optation are relatively 
inexpensive and easy ways to gain the support of adversaries, but the tactics 
can backfire if the targets become aware that they are being tricked or used. 
Once discovered, the change agent’s credibility may drop to zero.  
 Direction: This involves the use of personal managerial authority to establish 
a clear future strategy and to dictate how change will occur. Those leading 
change make the majority of decisions about what to change and how, and 
use their authority to direct the achievement of change. This approach 
separates the thinkers from the doers. The thinkers come up with change 
ideas and then sell them to the doers, who implement the plans and the ideas 
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developed by the thinkers. Direction as a strategy lacks adequate employee 
consultation and involvement. This might create more resistance to the 
proposed changes. It is, however, less time consuming and provides a clear 
direction and focus that can be effective for transformational change. 
 Coercion: Is an extension of direction. It is the application of direct threats of 
force upon resisters to change. Here, change is imposed on staff rather than 
staff having an idea of change sold to them. It is a way of achieving rapid 
change, but it may lead to greater resistance. It may be successful in times of 
crisis, of rapid transformational change, of changes in established autocratic 
structures or during a state of confusion as it allows for prompt action, 
(Robbins and DeCenzo, 2001; Kreitner and Bulens, 2002 and Balogun and 
Hailey, 1999). 
The description of the different change styles suggests a contingency approach to 
selecting the appropriate style. What matters is matching the style to the internal and 
external context of the organization. Hence, managers are encouraged to use a 
systems model of change to identify obstacles that are affecting the implementation 
process 
2.14    CONCLUSION 
There is no more important issue in South Africa than improving public service 
delivery. An efficient, equitable and accountable Public Service is the hallmark of any 
democratic society. In view of South Africa’s poor democratic history pre-1994, the 
Public Service’s transformation process has two distinct aims, firstly to improve the 
delivery of services to all people and secondly to demonstrate that South Africa has 
become a truly democratic state. Improving service delivery matters not only to the 
users of services, but also to the whole community. The principles of transforming 
public service delivery, as contained in the policy framework of “Batho Pele” or put 
people first, must be translated into action. The review of literature provided in this 
chapter demonstrates that strategic transformational change is a dynamic process, 
which needs to be anticipated, shaped and controlled. It is organization-wide and is 
characterized by radical shifts in strategy, mission and values as well as associated 
changes in structures and systems.  
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CHAPTER THREE: RESEARCH DESIGN AND METHODOLOGY 
RESEARCH METHODOLOGY  
3.1 INTRODUCTION 
Research is a collection of methods used systematically to produce knowledge. 
Methodology refers to a coherent group of methods that complement one another. 
Methodology should be able to produce data and findings. Leedy (1997:9) states that 
research is a process through which one attempts to achieve, systematically and 
with the support of data, the answer to a question, the resolution of a problem, or a 
greater understanding of a phenomenon. Thus research is a “clinical process”. 
Hussey & Hussey (1997:1) define research as a process of enquiry and 
investigation; they describe it as systematic and methodological process using 
appropriate methods to collect and analyse data. This chapter focuses on the design 
and research methodology and methods to evaluate change and transformation at 
selected Home Affairs Offices in the Eastern Cape.  
The aim of this study was to evaluate the effectiveness of change and transformation 
strategies aimed at improving service delivery at the Department of Home Affairs, in 
the Province of the Eastern Cape in selected offices. Another aim is to assist the 
Department by making recommendations on how best it should further improve 
service delivery. 
This chapter describes and explains methods and techniques employed in the 
collection of data using quantitative research methodology.  Specific aims and 
objectives were set out in chapter one. This chapter also describes and explains the 
methodology selected to gather information; population and sample details; data 
collection instruments; techniques for data analysis; and ethical considerations 
applied in the study. 
3.2 UNIT OF ANALYSIS 
The unit of analysis in this study is the Department of Home Affairs, in the Province 
of the Eastern Cape with a special focus on the Nelson Mandela Bay Metropolitan 
and Sarah Baartman District Municipalities. 
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3.2.1The service delivery of DHA 
 The DHA nationally, with a particular reference to the Eastern Cape Province, has 
instituted a rage of programmes and interventions designed to ensure that staffs are 
professional and caring and have the requisite skills to manage the new system. 
The Department of Home Affairs has to manage a complex service delivery 
environment which is characterised by the following; 
 The range of civic and immigration services is wide and intersects with the 
complex lives of the people.  
 Services are provided to the whole population including citizens, foreign 
nationals in South Africa and all persons crossing our borders. Services are 
also rendered to South African missions abroad. 
 For historical reasons, many of the services have to be delivered using out-of-
date systems in a country with severe-economic challenges and in which 
many areas have a legacy of underdevelopment. 
 The civic and immigration services and products of Home Affairs   need to be 
secure in order to protect the identity of individuals and the security of the 
state.  Their value to criminals is high and the Department is under threat from 
local and international syndicates working with a minority of officials who are 
corrupt. 
 The Department has been deploying its limited resources strategically in a 
number of areas in response to the challenges referred to above. The key 
areas are people and culture; policy and legislation; processes and 
technology; counter-corruption and security; and infrastructure to improve the 
working and service delivery environment. Strategic initiatives and priorities 
on each of these levels are dealt with below. 
 
3.2.2   People and culture 
The total staff compliment of the DHA is 9 191 as at 31 January 2013 (DHA: Annual 
performance Plan 2013/14-2015/16:18). The human factor in performance and 
service delivery has been accorded a high priority, especially with regard to values, 
commitment and skills. Cultural change is mainly reflected in the way people work 
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with the public and colleagues; and is closely connected to management, 
governance and accountability. 
A learning academy has been established that has enrolled staff in several 
accredited programmes that are delivered in partnership with the University of 
Witwatersrand (WITS). A team of 30 DHA senior trainers also delivers courses and 
on-the-job training such as the programme for new and existing immigration officers. 
A number of initiatives have also been launched to strengthen the leadership 
element with leaders’ forums and a mentorship programme for senior staff members. 
Outstanding officials at all levels are selected and trained to be ambassadors for the 
Department. 
President Jacob Zuma’s State of the Nation address in 2013 called for public 
servants to engage with communities. As a result, the Department continues to 
support stakeholder forums across the country to improve service delivery and 
security imperatives. Local government, non-governmental organizations, and 
traditional leaders are involved as well as other government departments. Forum 
members exercise oversight, identify community needs, fight corruption and 
coordinate service delivery initiatives. Several forums are also active at metro and 
provincial levels with the support of premiers and speakers. 
3.2.3Policy and legislation 
The Births and Deaths Registration and South Africa Citizenship Acts were amended 
in 2011 in order to secure processes and streamline service delivery. A key target is 
the eradication of late registration of birth and penalties for defaulters are being 
introduced through regulations based on the amendment act. This follows an intense 
publicity campaign about the need for birth registration within 30 calendar days. The 
amendments and regulations, amongst other provisions, make it easier for care 
givers to register births and for the registration of orphans. The process to register 
deaths has also been made more secure. 
3.2.4   Process and technology 
The current partly manual processes and systems of Department of Home Affairs, 
and a lack of systems integration, pose a security risk and prevent efforts to make 
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further improvements in service delivery. The use of technology to modernise Home 
Affairs is a strategic imperative. 
The 2012/13 financial year saw intensive preparations being made for the roll-out in 
2013 of a modernisation programme over the next three years. Most of the financial, 
contractual and organisational elements are in place and the task has begun on the 
digitising of records and preparing offices for the live capture of biometrics for ID and 
passport applications. Currently, live capture is only available for clients applying for 
passports at some regional offices and this has reduced turnaround time to less than 
14 working days in those offices. 
The roll out of the new ID smart card to designated groups commenced in 2013. 
Other core components of the modernisation programme are an online application 
system; electronic queue management; a movement control system with biometrics; 
an electronic document management system (EDMS) and a contact center. The 
national population register will be replaced by a national identity system that will 
secure the identity of all persons in South Africa. 
All the systems will be integrated into a common platform with interfaces that enable 
accredited entities to verify the identity of individuals. This will greatly reduce fraud 
and the cost of providing services and doing business in South Africa. In addition, 
management and accountability will be greatly enhanced through management 
information system. 
3.2.5 Counter corruption and security 
Corruption hinders effective service delivery. According to Corruption Watch and the 
HSRC Annual Report 2011/12: 9) two-thirds of South Africans believe the most 
corrupt government officials are in the national police service, followed by those in 
the Department of Home Affairs. Since strengthening  counter corruption and 
security services, the branch has been building capacity, analysing the causes of 
corruption, strengthening the security of processes and working closely with relevant 
departments to detect and deal with fraud and corruption. A biometric access control 
system is in place to prevent unauthorized access to systems and enable 
accountability. In 2012 steps were taken to improve internal coordination between 
Counter Corruption and Security Services, Human Resources and the Inspectorate 
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responsible for enforcing the Immigration Act. In 2013/14 these units were linked to a 
common case management system that will greatly assist in sharing and analysing 
information in support of prevention, investigations and building cases. It will 
enhance coordination with other departments in the security cluster. 
The Department of Home Affairs has stepped up efforts to fight fraud and corruption 
among its employees with the installation of integrated electronic security systems in 
47of its offices.  Home Affairs Deputy Minister Fatima Chohan said this was part of 
the department's commitment to push back the frontiers of fraud and corruption 
when she responded to questions in the National Council of Provinces in Cape Town 
on Tuesday, 6 March 2012. 
The integrated security systems installed in the year 2010 at the Department's head 
office in Pretoria has the capacity to monitor the attendance as well as arrival and 
departure of officials. Apart from monitoring staff, the security system also detects 
illegal and corrupt activities. The installation of this technology is aimed at fighting 
and detecting corrupt activities, protecting assets, information and employees. This 
is in addition to the human resource capacity utilised for physical security purposes 
at the offices, and detecting illicit activities by both members of the public and 
employees of the department, while on department premises. The Department is in 
the process of rolling out these systems to all of its offices. The roll out will, however, 
be determined by budget resources. 
Deputy Minister of the DHA, Honourable Chohan in her budget speech to Parliament 
in April 2013 mentioned that 20 employees had so far been suspended for fraud and 
corruption in the 2011/12 financial year. They were facing charges such as soliciting 
bribes from illegal immigrants in exchange for the endorsement of passports with 
fraudulent visas and permits, altering information or residential status on the 
department's Movement Control System, and aiding and abetting illegal immigrants. 
Some officials have been found in possession of identity documents, without 
permission, outside the department's offices 
The Department of Home Affairs is committed to clean governance and being an 
ethical organisation. It is thus committed to ensuring that it roots out corruption and 
ill-discipline within its ranks. It prizes employees highly and will therefore not accept 
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the minority who seek to taint the Department. Since the beginning of April 2013, 52 
employees were disciplined for fraud and corruption, and 2 were disciplined for 
financial misconduct, (Home Affairs Ikhaya Internal Newsletter, September- October 
2013: 19) 
3.2.6   Infrastructure and the working environment 
By December 2012, Home Affairs services were mainly delivered through 413 
regional, district and local offices; 117 mobile offices used mainly in rural areas; 232 
connected service points in health facilities for the registration of births and deaths 
(DHA: Annual performance Plan 2013/14-2015/16; 18). In addition the Department 
maintains a presence and provides civic and immigration consular services at 47 
South African missions abroad. Port control facilitates the movement of people 
through 72 ports of entry. There are also three refugee reception offices. The large 
mobile offices with satellite dishes have been supplemented by smaller four-wheel 
drive vehicles that can be used on rougher roads. 
 In future, the expansion of the footprint of the Department will be based on factors 
such as population density, centres of growth and other immigration trends; by new 
technology; and by collaboration with other departments  and entities. It is important 
to understand that the Department provides identification and immigration services to 
other departments as well as the private sector. Amongst others, the Department of 
Justice and Social Development and several banks are already able to check identity 
documents online as part of an agreement signed with the South African Banking 
Risk Information Centre (SABRIC). The Department has invested in systems that 
provide the public access to information and assistance through a variety of 
channels. Most significant has been the use of track and trace systems linked to a 
mobile phone message system to inform people when their enabling documents are 
ready to be collected. A customer service centre is operation and an additional 
contact centres have been established to deal with queries and complaints. In 
addition, the mobile numbers and email addresses of the Director-General and 
Deputy Director-Generals are displayed in all front offices. The website has been 
upgraded and allows clients to enquire on the status of ID books, passports and 
permit applications. Dedicated channels have also been created to deal with 
enquiries from matriculants experiencing difficulties in obtaining identity books. The 
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client services unit deal with a number of citizens and other clients who continue to 
face service delivery problems. The approach of the DHA is to resolve individual 
cases while addressing systematic issues to prevent a recurrence of the problem. 
Within the budget available the Department has improved the working and service 
delivery environment in a number of front line offices through the look and feel 
project that aims to establish common standards and a uniform image. Twenty 
offices have been equipped with advanced electronic queue management systems 
and the number will be expanded as part of the modernisation programme. Larger 
offices have information desks and client relations officers and an improved office 
design is being piloted and will be rolled out to support live capture. Up to date 
information is provided through regular media briefings and through an improved 
website. 
A major service delivery improvement is being implemented though replacing 
abridged birth certificates with a much more secure unabridged certificate. 
Previously, front line officers could only issue an abridged birth certificate; and a full 
birth certificate had to apply separately and finalized by head office some time later. 
Now it is issued on the spot in front offices. 
3.2.7   Changes in the internal and external environment affecting  
           performance  
South Africa is committed to rapid development in spite of fiscal constraints due to 
global economic factors. In order to achieve the objectives set out in the national 
development plan all departments have to review their programmes in order to 
prioritise those activities that will have the biggest impact. This needs to be 
supported by further efforts to find savings within allocated budgets; increases in 
labour productivity; and improved controls over human resource administration such 
as leave and sick leave. 
The operational model of the DHA is designated to correspond with all three spheres 
of government: national, provincial and local. Provincial managers, District Directors 
and Local Office Managers have been given powers through the decentralisation 
process to ensure they manage human resource and finance functions at their 
respective levels. At the same time, steps are being taken to improve the capacity of 
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managers to manage effectively and to hold them accountable. One measure has 
been to provide more and better training; and the monitoring and evaluation function 
in the DHA is being greatly strengthened. 
3.2.8   Factors impacting on the development of a strategic plan 
The main focus of the Annual Performance Plan of the Department is on the core 
branches of the Department, namely civic and immigration services, so as to be able 
to fulfil its mandate and improve service delivery to the public. Some of the key 
factors that have impacted on the development of the Annual Performance Plan are 
summarized below: 
 The DHA modernisation programme will have a significant impact on the 
government and the planning processes of the Department in the medium to 
long term. The need to mobilise the resources of the DHA in support of the 
programme meant that the plan had to be more focused with the number and 
scope of other targets reduced. 
 Dependencies on outside role-players such as the Department of Public 
Works (DPW) and the State Information Technology Agency (SITA) created a 
challenge and impacted negatively on time-lines set for completion of 
modernisation projects and other initiatives. 
 The finalization of contractual agreements; the development of detailed plans; 
and establishing a programme management office for the modernisation 
programme had to be taken into account. 
 The DHA has put robust measures in place to respond to the findings of the 
audit of the 2011/12 financial year: The Department’s focus in the previous 
financial years has been on the introduction of specific interventions to 
strengthen internal controls in order to eliminate current and possible future 
audit qualifications. For the 2012/13 financial year, particular emphasis was 
placed on addressing asset management, revenue management and 
compliance with applicable laws and regulations as well as other matters of 
emphasis. Also of importance is the general enhancement in financial 
management and internal controls. An audit plan will serve as a mechanism to 
strengthen the Department’s internal controls in the various resource areas. 
For the 2013/14 financial year, human resources, predetermined strategic 
62 
 
objectives, procurement and accounting policies are to be improved to 
mitigate adverse audit reports. 
 
It should be noted that the Framework for Strategic Plans and Annual Performance 
Plans published by the National Treasury in 2010 was used as the basis for 
compiling the Annual Performance Plan of the Departments of Home Affairs. Some 
of the sections and templates were however customized to provide the reader a 
more informed view of the Department. The Annual Performance Plan was informed 
by the priorities and programmes of government through workshops held at every 
level of the Department. 
3.3 RESEARCH DESIGN 
Research design is seen as a process of designing the overall plan for collecting and 
analysing data, including specifications for enhancing the internal and external 
validity of the study (Polit and Hunger, 1993:445). Research Design refer to the 
researchers overall plan for obtaining answers to the research questions and for 
testing the hypothesis (Polit and Hunger, 1993:129). Kerlinger (1999:10) writes that 
scientific research is a systematic, controlled, empirical and critical investigation of 
natural phenomena, guided by theory and hypothesis about the presumed relations 
among such phenomena.  In every research project it is important to determine 
exactly what methods are to be used to collect data and what factors will influence 
the collection. The research design spells out the strategies and techniques that can 
be adopted to develop information that is accurate, objective, and interpretable. 
Hofstede (2006:120) writes that research design provides a theoretical background 
to the methods to the methods to be used in the research. A research design is the 
basic plan which guides the data collection and analysis phases of the study. It 
provides the framework which specifies the type of data to be collected, the 
resources of data and data collection procedure. The research design indicates the 
boundaries of the research activity (De Vos, 2005:1320 &Salkind, 1997:371) 
Prior to administering the questionnaires with the selected respondents, written 
permission to conduct research at Home Affairs was requested on 25 October 2013 
from the Chief Director: Learning Academy and the Research Unit at the Department 
of Home Affairs Head Offices in Pretoria. Cohen et al (2003:54) writes that in the 
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process of obtaining permission the researcher should clarify, before meeting the 
officials and significant figures, the nature and scope of the research. This was done 
through the identification of the following: aims of the research, its practical 
application methods and procedures to be used, nature and size of the sample, 
degrees of disruptions envisaged, arrangements to guarantee confidentiality with 
respect to data, the role of feedback and how findings can be best disseminated. In 
the process of obtaining permission to conduct research, there should be absolute 
clarity about what has to be done. Respondents in the research were ensured 
confidentiality and the value of the research. Any research undertaken was done 
with accuracy and scientific impartiality. In order for the respondent to contribute 
meaningfully, the precise boundaries of the study were explained and clarified. 
Permission was granted per letter dated 20 May 2013. (Annexures A). 
3.3.1Research methodology 
The research methodology, namely, quantitative research is discussed briefly below. 
 Quantitative research requires that the data collected be expressed in 
numbers. It can be quantified. Various factors will influence it. The methods 
used to conduct quantitative research are explanatory, descriptive and 
experimental (Struwig, 2004:41). 
 Quinlan (2011:380) states that quantitative data are numerical data and 
quantitative data analysis is the analysis of quantitative data using statistical 
methods.  
 Hair, Money, Samouel and Page (2007: 288) distinguish between inductive 
and deductive reasoning. They state that inductive reasoning is how effective 
an individual is in identifying patterns within a large amount of data. When 
researchers use an inductive approach they are attempting to build their 
theory or conceptual framework from data they collect. The opposite approach 
which they referred to as deductive reasoning, works form the more general to 
the more specific and involves descriptive or confirmatory aspects. It starts 
with an idea or conceptual framework, and then uses data to better 
understand and narrow that down into more specific hypothesis to be tested. 
Thus, qualitative research emphasises the development of hypothesis while 
quantitative research focuses on testing the hypothesis.  
64 
 
 
Fundamental to every scientific research is a method which can be explained as a 
prescribed manner for performing specific task, with adequate consideration of the 
problem, objectives and hypothesis (Meiring, 2001:156). Hofstede (2006: 107) writes 
that the method is vital to the success of the study because a result can only be 
accepted, rejected, replicated or eve be understood in the context of how to get 
there. The method will explain how to reach a conclusion. Mouton (2002:35) writes 
that research methodology involves the application of a variety of standardized 
methods and techniques in the pursuit of valid knowledge, and is committed to the 
use of objective methods and procedures that will increase the likelihood of attaining 
validity. Mouton (2002:36) also emphasises that research methodology is referred to 
as the means required to execute a certain stage in the research process. It explains 
the knowledge of how to do things or the total set of means that social scientists 
employ to reach valid knowledge. Empirical research also involves the selection of 
respondents from a larger population to answer question whether verbally in an 
interview or in a questionnaire (Bailey, 1982; 110) and Polit and Hungler, 1993:445). 
The respondents selected in this study are identified below. 
3.3.2 Population and respondent selection 
For a clear understanding of the respondents to be used in a study, a distinction is 
made between two concepts namely; population and sample. 
Population means a group of potential participants or cases from which the 
researcher draws and to which results from the sample are generalised (Newman, 
2006; 224) &Salkind, (1997:96). Brynard and Hanekom (1997:43) write that the 
population refers to objects, subjects, phenomena cases, events and activities, 
which the researcher would like to study to identify data. Polit and Hungler (1993; 
442) define a population as the entire set of individuals (or objects) having some 
common characteristics. A specific relationship thus exists between the population 
and sample. The population is the entire set from which the individuals or units of the 
study are chosen. In this study the population entails the fifty (75) employees of the 
DHA in the selected offices at the Nelson Mandela Region,  which includes, one 
Provincial Manager for the DHA Eastern Cape Province, eight (8) Local Office 
Managers and One (1) District Manager for the Nelson Mandela Region, and fifty 
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(80) customers who were selected at random and asked to complete the 
questionnaire.  
Newman (2006: 224) states that a target population is required which is a specific 
pool of cases that are studied. He further states it should consists of one large group 
among many from which a sample can be drawn and inferences made. A small 
sample size can be selected from the population. These small samples that are a 
cross-section of the entire population which may help save time and cost as it would 
be impossible to cover the entire population.  DHA has a total population of 750 
employees in the Eastern Cape Province and 193 employees in the Nelson Mandela 
Bay and Sarah Baartman regions. 
Sampling means any portion of a target population as representative of that 
population. A sample always implies the simultaneous existence of a larger 
population of which the sample is a smaller section or a set of individuals are 
selected from a target population (De Vos et. al, (2005:193 &Gravetter and Forzano, 
(2003:465). The process of selecting the elements from a larger population is called 
sampling. It is clear that data is generally collected from a sample rather than from 
an entire population. This is not only less costly but also more practical. 
A random sample is a selection of a sample such that each member of the 
population has an equal probability of being selected (Polit and Hungler, 1993: 444). 
When unable to investigate the entire population due to various practical reasons, for 
example, a large size of the population a representation sample must be selected 
and defined. A sample is a subset of the population (Sekeram, 2004:266). It is a 
process of selecting a sufficient number of elements from the population, so that a 
study of the sample and the understanding of its properties would make it easy for 
the researcher to generalise from such properties. The two main groups of 
respondents were identified. 
The first group consisted of employees of the DHA because they provide the 
services to clients and have to embrace the transformational changes currently 
taking place. The second group consisted of  DHA clients or service users,  because 
they are the ones who have been affected mostly by poor service delivery and they 
are best placed to say whether there have been  improvements in Home Affairs or 
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not. It is therefore, important to check if their perceptions regarding service delivery 
have changed as a result of Home Affairs transformation and turnaround strategy. 
3.3.3 Sampling selection procedure/ methods 
A method can be described as “a routine that leads to a goal’ (Kvale, 1996:4) quoted 
in Henning, 2004:700. A method deals with a task compromising one step of a 
procedure and specifies how this one step is to be performed (Koontz and O’Donnel, 
2011:87). A method is thus more limited in scope than a procedure. Various methods 
of obtaining a sample are available. However, the adequacy of a method is assessed 
by the representatives of the selected sample. Polit and Hunger (1993: 184) states 
that the larger the sample, the more representatives of the population it is likely to 
be. Nel (2001:345) concludes that the sampling procedure must be designed so that 
the population from which the sample is taken must be defined accurately. 
Sampling theory distinguishes between probability and non-provability sampling 
methods. The characteristics of each method can be explained as follows; 
 Probability sampling is a selection of subjects from a population using random 
procedures, for example, stratified sampling, simple random sampling, cluster 
sampling, and systematic sampling (Polit and Hunger, 1993:4430. Probability 
sampling methods are the most commonly used because the selection of 
respondents is determined by change. This method provides known, equal 
and calculable changes that each subject of the population can be included in 
the research (Salkind, 1997:97), Bless and Higson-Smith, (2008:87). 
 
 Non-probability sampling is where the likelihood of selecting any one member 
from the population is unknown. It consists of methods such as purposive 
sampling, quota sampling, convenience sampling, snowball sampling and 
theoretical sampling. Non-probability sampling is the selection of sampling 
units from a population using non-random procedures (Neuman, 2006:241). 
In this study both probability method and non-probability methods were used. 
Stratified sampling as a probability method creates a sample frame for each of 
several categories of subjects or cases, draw a random sample from each category, 
and then combine the several samples (Neuman, 2006:241). 
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Purposive sampling as a non-probability method is a non-random sample in which 
the researcher uses a wide range of methods with specific purpose in mind. It uses 
all possible subjects or cases that fit particular criteria. The sample is based on the 
judgement of the researcher and do not follow the theory of probability in the choice 
of elements, such as political office-bearers and chief officials from the sampling 
population (Kumar, 2005:177), Salkind, 1997:97, and Neuman, 2006:220). 
For the purposes of this research, to avoid biasness, probability sampling was used 
because it does not involve personal judgement. Under probability sampling, this 
study used a simple random sampling as sampling technique. Bhattacharyya 
(2004:80) sees it as the simplest method of probability sampling in the sense that the 
withdrawal of size (n) in such a way that each of the “N” members of the population 
has the same chance of being included in the sample. 
3.3.4 Details of selected sample 
A sample is a cross-section of the population, which is made up of members 
selected from the population. It is also a process of selecting a sufficient number of 
elements from the population so that a study of a sample and its properties make it 
possible for generalisation by the researcher (Sekeran, 2004:266). The selected 
sample is comprised of 75 DHA employees, 80 DHA clients selected randomly.  
3.3.5 Data collection instruments and procedure 
Data needs to be collected and analysed to test the viability of the hypothesis. 
Various instruments can be used for the collection of data such as a literature study, 
interviews and questionnaires. Furthermore, scientific research consists of two 
supplementary phrases, namely, a theory construction phase, based on a literature 
study and a theory construction phase based on an empirically study. The literature 
study consists of primary and secondary sources. Primary sources for the purpose of 
this study consists of legislative measures, DHA Annual reports, and Annual 
performance Plans, and minutes. A secondary source consists of relevant published 
books on the topic including findings on PSC Reports on Home Affairs for 2010- 
2012. In the empirical study, interviews and a study of available literature and public 
documentation will be used to collect data from the respondents. The interview 
details will be discussed below. 
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3.3.5.1   Questionnaires and scales 
For the purpose of this study, two different sets questionnaires were used to gather 
and solicit information from DHA employees and DHA clients. Questionnaires and 
scales can be used in drop-and –collect situations where they are left with 
respondents and collected when they have completed them. Quinlan (2011:326) 
state that when engaging a large population in a research project, it is not possible to 
engage every member of the population in-depth research. A survey research 
methodology is an appropriate to use  in such a research. Survey research is 
situated within a framework of positivism; it is deductive and is used primarily to 
generate quantitative research.  
Questionnaires and or scales are appropriate data gathering instruments in such 
research. They are designed to elicit short precise responses to concisely stated and 
precise questions. The Likert scale is useful in that as well as measuring the 
direction of attitudes; it also measures the force of attitudes. A Likert scale can be a 
three-point, five point, or seven point scale. In general, Likert scales tend to have ten 
to 20 (twenty) attitude statements. In order to respond to a Likert Scale, the 
respondent simply reads through each of the attitude statements, listed on the left, 
and then places a tick in the box that corresponds to their attitude to that statement. 
3.3.7 Data collection procedure 
Data was collected through questionnaires. Questionnaires are associated with both 
positivistic and phenomenological methodologies. A questionnaire is a list of 
carefully structured questions, chosen after considerable testing, with a view to 
eliciting reliable responses from a chosen sample. The aim is to find out what 
selected group of participants do, think or feel (Collis & Hussey, 2003:173) 
The questionnaire used in this research has been formulated according to the five 
point Likert Scale that ranges from (1) Strongly Disagree to (5) Strongly Agree. A 
rating/ Likert Scale is more useful when a behaviour, attitude or other phenomenon 
of interest needs to be evaluated on a continuum, i.e.  ‘inadequate’ to “Excellent”, 
“never” to “always”, or “strongly Agree to “Strongly Disagree” (Leeds &Armrod, 
2001:197) 
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One hundred respondents were expected to partake in the study and answer 
questions. Eighty DHA employees participated in the study, and seventy five of the 
Department of Home Affairs customers to the questionnaire. The researcher 
explained the contents and the purpose of the study to the respondents so that 
everybody is clear about what is expected. Home Affairs employees were asked 
different questions from clients. The questionnaires were delivered by hand to the 
respondents and the purpose was explained in the language of their choice. 
Adequate time was be allocated to each respondent. The questionnaires were left 
with the respondents and were collected later 
The questionnaire was divided into three sections: section A for biographical details, 
section B relates to the job satisfaction levels of Home Affairs employees (with 
regard to change), while section C relates to performance levels from the clients’ 
perspectives with regard to Home Affairs service delivery. 
3.3.8 Quantitative data analysis 
Quantitative data are numeric; they are data in the form of numbers or data that can 
be readily be coded numerically. Data analysis is the process of selecting, sorting, 
focusing and discarding data. These activities will be performed to ensure accuracy 
of the data and conversion from data form to a reduced form, which is more 
appropriate for data analysis. Hair, Money, Page and Samoel, (2007: 304) state that 
with quantitative research, this means examining the data to identify and confirm 
relationships. Before quantitative data can be analysed, they must be edited, coded, 
and in some instances transformed to ensure that they can be properly used in 
statistical analysis.  
According to Hair et al, (2007: 304), data analysis in quantitative research involves a 
series of steps, as shown below: 
 Review conceptual framework and relationships to be studied. 
 Prepare data analysis. 
 Determine if research involves descriptive analysis or hypothesis testing. 
 Conduct analysis. 
 Evaluate findings to assess whether they are meaningful 
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Quinlan, (2011:408) states that statistics are used in in quantitative data analysis for 
two purposes, description, using descriptive statistics, and prediction, using 
inferential statistics. Descriptive statistics are used to describe the data gathered. 
Summarising statistics are examples of descriptive statistics. Each variable in the 
data gathered, gender, level of education, income, age, and son on, can be 
described using descriptive statistics. Using descriptive statistics, each variable be 
described in a number of different ways. The most generally used descriptive 
statistics are frequencies, ranges, means, modes, medians and standard deviations. 
With inferential statistics, the researcher tried to reach conclusions that extend 
beyond the data. Inferential statistics are used to infer, based on the study of a 
sample of a population, what the entire population might think, or do. Statistical 
inference uses the data gathered on a sample population to draw conclusions or 
inferences about the population from which the sample was based. 
3.4    ETHICAL CONSIDERATIONS 
Ethical considerations refer to a process where the researcher considers ethical 
problems in advance and showing how the researcher intends to deal with such 
problems. It is also a good way of demonstrating the understanding and purpose of 
the research process to the audience (www.web-miner.com/busethics.htm). This is a 
process followed during data collection. It considers whether there are any possible 
ethical problems associated with (i) the researcher’s methods (ii) the researcher’s 
approach to contacting people. Strydom (2007:56) states that the fact that human 
beings are sometimes the objects of the study in the social sciences brings unique 
ethical problems. The researcher completely conformed to specific ethical 
requirements. These requirements were divided into two broad categories of 
responsibility. Firstly, the responsibility towards human and non-human participants, 
and secondly the responsibility towards the discipline of science that require them to 
report with accuracy and truth. Marlow (1998:1510) emphasises that it is important 
that the researcher obtain the informed consent of the potential participants in 
writing, and that the participants are told what the purpose and the objectives of the 
research project are, to enable them to give a voluntary consent or otherwise reject 
participation before commencement of the exercise. 
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De Vos (2007:57) explains that emphasis should be placed on precise and complete 
information so that the participant may come to a reasoned decision about possible 
participation. Leedy (2009:102) states that all researchers should respect the 
participant’s right to privacy. 
In the course of the research, the following ethical guidelines and practices were 
considered:- 
 Honesty: According to Hanekom (1997:04) honesty pertains to the manner of 
reporting where a researcher should at all times and under all circumstances, 
report the truth and should never present the truth in a biased manner.  The 
researcher will take utmost care when reporting. 
 Confidentiality: Hanekom (1997:04) emphasis that even if the researcher 
stumbles upon data of a confidential in nature, the publication which should 
be harmful to the persons or groups involved, the researcher should 
remember that the interests of the participants should always prevail and that 
no confidential data should be recorded or published. Anything learnt from the 
participants will not be disclosed including the names of the participants. 
 Freedom of choice; participants will be approached personally and will be 
given freedom of choice in participating in the research through informed 
consent and written information. The participants were informed that they may 
withdraw from the study at any time they wish.  
 Anonymity: To participate in the study, participants will not be asked their 
personal details and their names will not be disclosed. All the respondents will 
be informed about their rights and obligations in writing. 
 
3.5. CONCLUSION 
The first stage of the research was to secure permission to conduct the study and 
subsequent approval from the Department of Home Affairs. The research approach, 
namely, a quantitative research approach was adopted in this study. 
The research methodology was discussed and the population of the study was 
identified. The probability and the non-probability methods were used in the study. 
The detail of the selected sample was also discussed. The response rate of the 
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study was provided. The data collection instruments and procedure was discussed 
and the semi structured questionnaire was provided. Lastly, in undertaking the study, 
a specific ethical conduct and behaviour was strictly followed to ensure the credibility 
of the study and its findings. The next chapter will analyse and evaluate the research 
data collected. 
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CHAPTER FOUR:  PRESENTATION AND DICUSSION OF RESEARCH FINDINGS 
The aim of the study was to assess the progress and the overall impact of the 
intended transformation and turnaround strategy of the Department of Home Affairs 
for the period 2009 to 2013 with special focus on the Nelson Mandela Bay Metro and 
Sarah Baartman Regions. 
This chapter presents an overview of the key findings of the quantitative research 
study conducted in the Department of Home Affairs, Eastern Cape. The study results 
entail data drawn from two different sets of questionnaires: one was administered 
with employees and the other to clients and service users.  The purpose of survey to 
employees of the Department was to elicit information regarding Home Affairs’ 
customer service and the degree of employees’ overall satisfaction with regard to 
change and transformation policies that were taking place. The purpose of the 
survey to clients was to elicit information regarding the Home Affairs customer 
service. Section A for both employees and clients comprises questions requesting 
biographical data of the respondents. This is presented and discussed in Chapter 
Four. Section B of the questionnaires for employees and clients require them to rate 
their perceptions in terms of the strongly agree to strongly disagree criteria of the 
Likert Scale. 
4.1 FINDINGS FROM EMPLOYEES 
 
Seventy five employees participated in the study. 50 employees were from the 
Department of Home Affairs (DHA), Port Elizabeth Regional Office; 6 from Uitenhage 
DHA Local Office; 4 from Grahamstown Local Office; 5 from Cleary Park Local 
Office; 5 from Motherwell Local Office and 5 from Graaff-Reinet DHA local offices. 
The sample size varies because the size of the offices is not the same in terms of 
the population serviced by these offices. 
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Table 3:    Employees who participated in the study per office 
Offices in the Region Number of 
employees per office 
Percentage 
Port Elizabeth Regional Office 50 66% 
Uitenhage Local Office 6 8% 
Grahamstown Local Office 4 5% 
Cleary Park Local Office 5 7% 
Motherwell Local Office 5 7% 
Graaff-Reinet 5 7% 
Total 75 100 
Table 3 above indicates that 66% of the employees who participated in the study 
were from the Port Elizabeth Regional Office. 8% were from the Uitenhage Local 
Office, 7% from Cleary Park, Motherwell and Graaff-Reinet Local Offices 
respectively. Only 5% of employees from Grahamstown contributed to the study. The 
above table reveals that the majority of the employees in the region were from the 
Port Elizabeth Office, because this office is the biggest office as the Regional Office 
and has more staff members. Other offices are medium offices with few staff 
members. 
4.1.2 SECTION A: Biographical data from the employees are as follows: 
Figure A1:  Occupational Class 
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Figure A1 demonstrates that the majority of the respondents, (i.e. 44%) are Front 
Office Clerks at the Department of Home Affairs.  This is followed by Chief 
Administration Clerks who account for 20%. A smaller percentage is comprised by 
senior management at the level of Director (1%) and Chief Director (3%). The Front 
Office Clerks are the face of the Department and the ones who must implement the 
Batho Pele Principles. It is their responsibility to provide effective service delivery 
and good customer care. The Chief Administration Clerks provide strategic guidance 
in implementing the Batho Pele Principles and must monitor and ensure customer 
satisfaction. 
                  Figure A2: Race 
 
                      Figure A2: Race 
Figure 2A indicates that the majority (77%) of the respondents  are comprised of 
Blacks; 13% Whites and 9% Coloureds. The current national status of the 
Department in terms of racial representation is as follows:, Blacks 86.04%, 
Coloureds 5.7%, Indians, 0.79% and Whites 7.36% (DHA Annual Report: 
2012/13:42). For the DHA in the Eastern Cape Province, the figures (as at 20 
January 2014) are as follows: Blacks 79%, Coloureds 8.9%, Indians 2.5% and 
Whites 9.6%. 
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Figure A3: Gender 
 
Figure A3: Gender 
Figure A3 above provides an overview in respect of the gender distribution of 
respondents. From the total of 75 questionnaires from employees received, 36% 
were completed by males while 64% were completed by females. The status of the 
Department of Home Affairs as of 20 January 2014, reflects that the Department in 
the Province has 33% of males and 67% of employees are females. This means that 
the Department does not have equity in terms of the employment equity Act as there 
are far more females than males. The Department is therefore not in line with 
achieving gender parity in terms of the Employment Equity Act, Act N0 55 of 1998. 
The employment equity status remains lopsided. The Departments need to ring-
fence and earmark certain positions to be filled by males especially at levels lower 
than senior management and also ring-fence certain positions to be filled by people 
with disabilities provided they possess requisite skills.  
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Figure A4: Educational Level 
 
Figure A4: Educational level 
Employees are the greatest asset and the most valuable resource in the 
organization. Figure A4 show that the majority (44%) of respondents have a grade 
12 certificate while 40% have a three (3) year degree or diploma.  7% of the 
respondents have schooling up to standard nine (9), while 1% have gone up to 
standard six (6).  Considering that only 44% of the respondents have grade 12 and 
8% a post-matric qualification indicates that the Department must put more money 
aside for bursaries and encourage people to study in order to enhance their 
productive knowledge and skills. 52% of the DHA employees do not possess a post-
matric qualification while 8% need ABET training.  This means that the majority of 
DHA employees in the selected region, (44%) only have a grade 12 certificate. The 
Department needs to conduct a skills audit of its personnel and put aside a bigger 
budget allocation for bursaries and help those employees who wish to pursue further 
studies at appropriate post-school institutions.  
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Figure A5: Years of service in the Department 
 
Figure A5: Years of Service in the Department 
Figure A5 above demonstrates that the majority (39%) of the respondents have 11-
20 years of service in the Department, 37% have 2-10 years, 16% have 21-30 years 
of service and 7% have 1-2 years of service in the Department. Generally, figure A5 
above show a decrease in the overall turnover of staff. The DHA Annual Report 
(2012/13: 42) reveals that there has been a decrease in the overall turnover rate 
from 12.9% in the 2011/12 financial year to 4.3% in 2013. The reason for this is a 
reduction in the appointment of contract employees for this financial year. A 
significant increase in dismissals on grounds of misconduct is however noted. Going 
forward, a retention strategy will need to be developed to address the need for 
retention of staff in scarce/ critical skill occupations. It can also be assumed that the 
number of employees with 21-30 years of service are in decline due to employees 
having reached the retirement age or that they are taking early retirements.  The 
Department needs to appreciate and recognize the long serving employees through 
awards, like Long Service Award Certificate, a watch, or a monetary reward for their 
faithful and loyal long service in the Department. 
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Figure A6 : Age profile 
 
Figure A6 : Age profile 
Figure 6 indicates that the majority of the respondents (47%) are in the category of 
30-39 years, followed by 40-49 years (28%) and 50 years and older (12%. A small 
percentage 11% of the officials in the survey are between 22-29 years old and those 
who are 21 years and younger account for 1%. 12% of the employees are basically 
at the entry level having finished their grade 12 or just having graduated at a 
University or College. 12% of employees are rapidly approaching their retirement 
age, hence the graph is pointing down.  
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4.1.3 SECTION B: OVERALL EMPLOYEE SATISFACTION WITH REGARD TO 
CHANGE AND TRANSFORMATION IN THE DEPARTMENT 
 
The purpose of the survey is to elicit information regarding Home Affairs customer 
services and to gauge the degree of overall satisfaction of employees with regard to 
change and transformation taking place.  Employees were requested to rate their 
attitudes using the Likert Scale alternatives. Seventy-five employees participated in 
the study. Fifty (50) employees were from the Department of Home Affairs (DHA) 
Port Elizabeth Regional Office, 6 from the Uitenhage DHA Local Office, 4 from 
Grahamstown Local Office, 5 from Cleary Park Local Office, 5 from Motherwell Local 
Office and 5 from Graaff-Reinet DHA local Office 
4.1.3.1  Understanding of Batho Pele principles 
 
Figure B1: Understanding of “Batho Pele” principles 
The aim of the statement was to assess whether the respondents they understand 
the meaning and the significance of “Batho Pele” principles. The majority (52%) of 
the respondents strongly agree and 34% agree with the statement. 12% were 
neutral.  1% disagreed with the statement while 1% strongly disagreed. Therefore, a 
large percentage (86%) of respondents with the statement. This implies that the 
“Batho Pele” principles are applied and embedded in the culture and ethos of the 
Department of Home Affairs.  It suggests that employees understand the implications 
of a failure to apply Batho Pele principles. 86% of respondents appear therefore to 
appreciate the significance and the importance of “BathoBele” principles, and claim 
52% 
34% 
12% 
1% 1% 
Understanding of Batho Pele Principles 
Strongly agree Agree Neutral Disagree Strongly disagree 
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to be well- versed in these principles. The results indicate that 14% of employees 
need to be trained on issues of customer care and “Batho Pele” principles as these 
two interventions are key towards improving service delivery. 
4.1.3.2 Performance rewards and assessments. 
 
Figure B2: Performance rewards and assessments 
The above figure demonstrates that 33% of the respondents strongly agreed and 
35% agree with the statement, whilst 13% decided to remain neutral.  11% of the 
respondents strongly disagreed and 8% disagreed with the statement.  This 
indicates that the majority of the respondents generally agree that employees who 
perform well in the Department are recognized and appropriately rewarded via the 
merit bonus system, or with a certificate of appreciation or excellence and are 
accordingly given time off from work. This means the Department has a system in 
place to recognise and reward the best performing employees. The results reveal 
that, generally (68%) of employees agree that the performance assessments and 
rewards’ system in the Department is fair and understandable and that employees 
are rewarded accordingly. However, the study also reveals that a sizable minority 
(32%) of employees view the system as unclear and unfair. This seems to indicate 
that the Human Resources Branch needs to address this problem. For example, they 
could train 32% of employees on PMDs policy and processes. The Department 
needs to develop and implement an integrated reward and recognition strategy 
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focusing on service excellence, top performers and long service, in order to motivate 
employees, thereby enhancing performance and improving productivity. 
4.1.3.3 The correlation between strategic plan and strategic objectives
 
       Figure B3: Strategic plan and strategic objectives 
The figure above illustrates that 47% of the respondents strongly agreed with the 
statement and 29% agreed, whilst 3% strongly disagreed, and 8% disagreed. 13% of 
the respondents opted to remain neutral. This shows that to a large extent the 
strategic plan does provide the strategic direction of the organization and employees 
are fully aware of what is expected of them in terms of targets and goals. The results 
reveals that generally 76% of employees are well-versed with regard to the strategic 
plan and annual performance plans as well as the pre-determined strategic 
objectives of the Department. It means they are aware of the targets. On the other 
hand it appears that 24% are not sure of the DHA’s strategic plan and objectives. 
The Department needs to consider conducting workshops regarding the strategic 
plan of the Department and Office Managers need to take a leading role to ensure 
that people under their supervision know the strategic direction and strategic 
objectives of the Department. 
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4.1.3.4 Training and development 
 
Figure B4: Training and development 
A significant proportion (42%) of employees agreed with the statement while 32% of 
the respondents strongly agreed.  A small minority (5% strongly disagreed while 4% 
disagreed. 17% opted to remain neutral.  It can thus be concluded that the 
Department has a training plan in place to assist employees to provide the best 
quality service to its clients. It means also that a significant number of employees do 
attend refresher courses in order to keep abreast of changes taking place in the 
Department. However, the results also suggest that only 74% of employees have 
received adequate training on customer care and customer relationship 
management. The DHA Annual Report (2012/13: 45) reveals that the DHA has 
piloted a National Certificate which includes customer care and all civic services 
matters, but that only 27% officials were trained nationally and only 243 completed 
the course. Clearly, staff members dealing with clients need to be trained and 
retrained in order to boost their productive knowledge and skills. 
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4.1.3.5 DHA vision, mission and core values of the Department 
 
Figure B5: Vision, mission and values 
The figure above shows that a significant number of employees (41%) strongly 
agreed with the statement while a further 35% agreed.  Only 3% strongly disagreed 
with the statement while 8% disagreed. 13% opted to remain neutral. The majority of 
the respondents indicate that the vision, mission and core values are commonly 
shared and understood by all employees. This indicates that 76% of employees are 
seemingly familiar with the vision encapsulated in the mission and the core values of 
the Department. They appear to know the strategic direction the organization is 
taking. The study reveals that the 24% of employees who were not able to agree are 
apparently unsure of their future in the Department or of the strategic direction the 
organization is taking.  Office Managers need to play a more substantial role in 
educating employees under their supervision about the direction the organization is 
taking. 
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4.1.3.6 DHA Change and transformation programmes 
 
Figure B6: Change and transformation 
The figure above indicates that 40% of the respondents strongly agreed with the 
statement while 36% agreed. A small 3% minority strongly disagreed while another 
5% disagreed. Only 16% opted to remain neutral.  The majority of the respondents 
(76%) agreed that they understand change and transformation taking place in the 
Department. It means they are embracing the change and feel part of this change 
process. It means they are not resistant to change. 
However, 24% still need to accept change management interventions and 
techniques in order to embrace change. 
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4.1.3.7 “Risk” and “fraud” prevention strategy.
 
Figure B7: “Risk” and “fraud” prevention strategy 
The figure above shows that a significant number (54%) of employees strongly 
agreed that the Department is doing its best to root out fraud, bribery and corruption, 
while a further 32% agreed.  A smaller percentage (3%) strongly disagreed, while 
8% decided to remain neutral. The significantly high numbers of respondents who 
agreed did indicate that the Department had put measures in place torun a clean, 
efficient and effective administration.  It means the Department is not necessarily a 
soft target for criminals. 
The results reveal that 86% of employees feel that the Department is doing its best 
to fight corruption. DHA Annual Report (2012/13: 47) reveals that the Branch: 
Counter Corruption and Security services have made a significant impact in the fight 
against corruption in the Department and the response from the public has been 
encouraging. The success rate can be attributed to improved levels of cooperation 
with partners in the JCS cluster, including SAPS, National Intelligence and the 
Hawks. There has been more willingness of members of the public to report 
corruption. Furthermore, there has been a continued support received from officials 
within the Department and greater dedication from staff members to report 
corruption. The placement of posters focusing on crime and reporting of crime in 
offices has also helped in eradicating corrupt activities. The conducting of 
unannounced visits and life style audits can also help in fighting crime and corruption 
in the Department. 
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4.1.3.8 The pivotal role of Stakeholder Forum in the Department 
 
 
FigureB 8: Stakeholder forums 
The respondents were asked to rate their views as to whether they view 
stakeholders as agents of change and a help in improving service delivery. The 
stakeholders play important roles as advocates, ambassadors, and agents of agents 
in the Department. They also help the Department in fighting crime and also in 
putting forward suggestions for improving service delivery. The majority of 
respondents (47%) strongly agreed with the statement, whilst only 3% strongly 
disagreed with the statement. A further 36% of the respondents agreed with the 
statement, whilst only 3% disagreed. 11% decided to remain neutral. The majority of 
the respondents seem to agree that the Department does engage service users 
through stakeholder forums about the quality of services offered by the Department. 
This means the inputs of the service users are factored into the strategic and 
operational plans of the Department in order to improve service delivery. 
The results of the study therefore reveal that 83% of the employees acknowledge 
and appreciate the importance of stakeholders in improving service delivery in the 
Department. However, 17% still need to be convinced about the fundamental role 
played by stakeholders towards improving service delivery. 
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4.1.3.9 The correlation between change and improved service delivery 
 
Figure B9: Change and improved service delivery 
Employees were asked to rate their views as to whether change and transformation 
do result in improved service delivery. 42% of the employees strongly agree with the 
statement, while 39% agreed. 15% were neutral. A small number of respondents 
(1%) strongly disagreed with the statement and a further 3%.   It can be concluded 
that employees feel that they are part and parcel of the change process and are 
happy with current developments. The small number who disagreed are chary with 
the change and need to be motivated to accept change. 
The results show that 81% of employees agree that change and transformation in 
their organization do results in improved service delivery. However, 19% of 
employees are not fully convinced that introducing new ways of doing things through 
change and transformation indeed can yield better results in terms of organisational 
performance. 
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4.1.3.10 Innovation and creativity promotion 
 
Figure B10: Innovation and creativity 
Respondents were asked to rate their perception in terms of whether innovation and 
creativity in rendering of public services are encouraged in the Department. The 
majority (40%) of the respondents agreed with the statement and 39% strongly 
agreed, whilst a significant small number (4%) disagreed with the statement. 17% of 
the respondents remained neutral, and there were no respondents who strongly 
disagreed with the statement.  Therefore the majority of the respondents do indicate 
that innovation and creativity is encouraged in the Department. Generally, 79% of 
employees feel innovation is being rewarded and encouraged in the Department, 
while 21% of employees are still unconvinced. 
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4.1.3.11 Internal Communication with regard to changes and  
 
 
Figure B11: Internal communication 
Employees were asked to indicate if they received frequent updates about changes 
and transformation taking place in the Department. A large proportion of employees 
(48%) agreed with the statement whilst (32%) strongly agreed. A small proportion 
(4%) of employees disagreed with the statement whilst 7% strongly disagreed. 9% of 
the respondents opted to remain neutral. The majority (80%) of the respondents do 
agree that the Department does its best through internal communication, workshops 
and staff meetings to update all its employees. Only (11%) still holds the view that 
the Department is not doing its best to disseminate information and keep everyone 
posted. The results of the study reveal that 80% of the employees are happy with the 
frequent updates with regards to change and transformation. It can be assumed that 
20% of respondents including those who remained neutral, disagreed and strongly 
disagreed with the statement feel that internal communication need to be improved 
to help everyone understand the strategic direction of the organization. 
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4.1.3.12 Training 
 
           Figure B12: Training programmes offered 
Employees were asked to agree or disagree as to whether training programmes 
helped employees enhance their productive knowledge and skills. The table above 
reveals that 39% of the respondents agree that training programmes are offered in 
the Department in order to advance and enhance employee productive knowledge 
and skills with another 24% agreeing.  7% strongly disagreed and 13% disagreed. 
17% of respondents remained neutral. While the majority of employees agree with 
the statement, there are still quite a number of employees who still feel they are not 
being selected for training programmes and who also feel that some of the training 
programmes do not yield the intended results The Department needs to conduct a 
comprehensive skills audit plan and evaluation of skills training offered in order to 
determine if the training programmes offered do ultimately yield the intended results. 
This view is supported by the fact that only 63% of employees agree with the 
statement whilst 37% do not. 
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4.1.3.13 Monthly update meetings on operational issues 
 
 
 
Figure B13: Monthly update meetings 
Employees were asked to indicate if monthly update meetings were being held to 
discuss operational issues. A very but small significant number (4%) disagreed with 
the statement. 56% of respondents agree that monthly update meetings are being 
held to discuss operational issues. This is supported by a further 12% of employees 
who strongly agree with the statement. 19% of employees decided to remain neutral, 
whilst 9% disagreed with the statement.  
The general picture that is reflected by the results is that 68% of employees agree 
that monthly meetings do take place to discuss operational issues. 32% of 
respondents were not prepared to concur with this. The Department needs to have 
an itinerary for monthly meetings and request inputs into the agenda before the date 
of the meeting, and minutes should be made available after seven days of the 
meeting.  
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4.1.3.14 Learning through change and transformation 
 
 
Figure B14: Learning through change and transformation 
Employees were asked if they view learning through change and transformation as 
having a direct positive impact on improving service delivery. The larger proportion 
(87%) agree with the statement. This is made of 63% of respondents who strongly 
agree with the statement whilst 24% agreed.  They approve of a change in the 
culture of the organization and of learning new methods of doing things. A very 
significant small number of employees (4%) strongly disagreed with the statement, 
whilst 1% disagreed.  The larger proportion of respondents view change as 
improving through learning, and as something one should not be afraid of. The study 
therefore reveals that 87% of respondents view it as an empowering tool, whilst 13% 
are not convinced that change is improving though learning. It means the 
Department must engage the service of change agents or managers who can help 
everyone appreciate and find beauty in change. 
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4.1.3.15 Performance Assessments in the Department 
 
Figure B15: Performance assessments 
Employees were asked to rate their views with regard to performance assessments 
in the Department. The figure above shows that 47% of the respondents say 
performance assessments in the Department provide clear guidelines in terms of job 
assessment and performance for each employee. This statement is supported by 5% 
and 47% who strongly agree/ agree of with the statement. 32% of employees 
remained neutral while 9% disagreed with the statement and 7% strongly disagreed. 
While the majority (52%) of employees agreed with the statement, 32% of 
employees remained neutral. This means half of the employees agree with the 
statement and half of employees are unsatisfied with the performance assessment 
system. This requires that the Department engage all those employees who are 
undecided and also those who disagreed. Their opinions and views can help 
improve the assessment system and eliminate any doubt. The 52% of employees 
who agree with the statement is not a substantial number with 47% of employees 
feeling the system is not satisfactory. This would mean the annual performance 
agreements employees sign are also not clear and do not properly inform employees 
as to what is expected of them and how they will be assessed. Training needs to be 
conducted on performance assessments, quarterly reviews and the signing of 
performance agreements. 
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4.2  FINDINGS FROM CUSTOMERS 
 
Eighty clients participated in the study. Fifty (50) clients were from the DHA Port 
Elizabeth Home Affairs Office, four (4) from the Grahamstown Local Office, Five (5) 
from the Cleary Park Office, six (6) from the Uitenhage Local Office, five (5) from 
Graaf-Reinet and five (5) from the Motherwell Local office. The aim of the study was 
to assess the progress and the overall impact of the transformation and the 
turnaround strategies of the Department of Home Affairs for the period 2009 to 2013 
with special focus on the Nelson Mandela Bay Metro and Sarah Baartman Regions. 
This chapter aims to report on and discuss the findings of the study. The study 
results are based on data drawn from two different sets of questionnaires. One was 
administered to employees and, the other, to clients, i.e. service users.  The purpose 
of the survey involving employees of the Department was to solicit information 
regarding Home Affairs customer service provision and the degree of employees’ 
overall satisfaction with regard to change and transformation that has been taking 
place.  
The purpose of the survey to clients was to solicit information regarding Home Affairs 
customer service. Section A for both employees and clients elicited biographical data 
which has been presented and discussed. Section B involved reactions to 
statements via a Likert Scale gradation.    
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4.2.1   SECTION A: BIOGRAPHICAL DATA 
Biographical data from customers is presented as follows: 
Figure Ca: Gender  
 
Figure Ca  above shows that a significant, (54%) of respondents are males, whilst 
46% are females. 
Figure Cb: Race 
  
Figure Cb: Race 
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In terms of racial segregation and demographic profile, the majority of respondents 
for this study are Black South Africans (41%), followed by Whites (33%), Indians 
(5%) and Coloureds (19%).  In terms of the 2011 census, the racial makeup in the 
Nelson Mandela Metropole is 60.1% Black South Africans, 23.6% Coloureds, Whites 
comprise 14.4% and other (including Asians) is 1.1%.  It can be concluded in terms 
of the study that the majority of Home Affairs clients in terms of racial makeup in the 
Nelson Mandela Metropolitan Municipality are Black South Africans followed by 
Whites. The study is therefore fairly reflective of the demographic profile of the area 
in terms of race. There is also a strong correlation between the racial make-up of the 
clients and that of the employees. This illustrates that when clients visits the 
Department of Home Affairs they are likely to be served by people who understand 
their language and culture.  
Figure Cc:  Home Language 
        
 
Figure Cc: Home Language 
The table above shows that 33% are both from Xhosa and White speaking 
communities respectively. Zulu speaking people account for 3%, Afrikaans speaking 
people 29%, South Sotho 1%, and other languages 3%. In terms of the census 
2011, with regards to first languages, Xhosa speaking people are dominant 
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accounting for 53.9%. Afrikaans is second at 29.3%, English at 13.5% and other 
including Asians is 3.3%. Therefore there is a strong correlation between the results 
of the study and census 2011 in terms of language spoken in the area. The 
Constitution of the Republic of South Africa, Act No 108 of 1996, states that people 
must be serviced in the language they are conversant with. It means there is no 
communication breakdown between the clients and employees as clients can be 
serviced in their mother tongue language or a language of their choice. 
 
Figure Cd: Age 
 
Figure Cd: Age 
The large proportion of respondents (29%) are between the ages of 36-45, followed 
by 26% between the age of 26-35. 24% of respondents fall between the ages of 16-
25 whilst a small proportion (21%) falls between the age of 46 years and above. The 
figure shows that the majority of Home Affairs clients are between 26-35 years of 
age. 
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4.2.2 SECTION B:  CUSTOMER SATISFACTION  
 
The purpose of the survey to clients was to elicit information regarding Home Affairs 
customer service. Section B for clients respondents comprises a series of 
statements to which clients were requested to rate their perceptions in terms of the 
strongly agree to strongly disagree alternatives of the Likert Scale. 
4.2.2.1 Knowledge of services or products offered by DHA 
 
Figure C1: Knowledge DHA services 
Clients were asked to rate to what extent they have knowledge of services and 
standard of services they should expect from the Department. The greatest 
proportion of respondents (50%) strongly agreed that they are aware of the standard 
or services they should expect from the Department. This is supported by a 
significantly higher proportion of respondents (41%) who agree with the statement. 
Only a very small proportion (4%) of the respondents disagreed with the statement 
while (5%) of the respondents were undecided and remained neutral. Due to the 
significant number of respondents who agreed with the statement, it can thus be 
deduced that clients are aware of the standard of service they can expect from the 
Department and as a result can differentiate between poor, good and excellent 
service.  None of the Respondents in terms of the questionnaire strongly disagreed 
with the statement. All-in-all, 91% of the respondents generally agreed. This 
suggests that these respondents are well aware of what to expect in terms of 
services or service quality they should expect from the DHA. 
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4.2.2.2 Awareness of Batho Pele Principles 
 
Figure C2: Awareness of Batho Pele Principles 
The largest proportion of respondents (53%) indicated their awareness of the Batho 
Pele Principles related to how Departments should provide service.  This view is 
further shared by 35% of the respondents who agreed with the statement. A small 
percentage, i.e. 1% of respondents strongly disagreed with the statement, whilst 4% 
disagreed with the statement. 7% remained neutral.  It is a clear that the majority of 
the respondents are aware how they should be treated as clients. They know they 
should be treated with respect and dignity. This would include issues such as 
courtesy, providing information, transparency, value for money, redress, increasing 
access, etc. to mention a few that are of cardinal importance. It could thus be 
deduced that 88% of the respondents are fully aware of their constitutional rights and 
of key Batho Pele principles. 
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4.2.2.3  Service delivery and access 
 
Figure C3: Service delivery and access 
Clients were asked to rate their perceptions with regard to access to information 
about services provided by the Department. The majority of the respondents, i.e. 
55% strongly agreed with the statement, while another 38% also agreed.  A small 
percentage, i.e. 1% of respondents disagreed with the statement, whilst 6% took a 
neutral position. There were no respondents who strongly disagreed with the 
statement. In terms of access to information and procedures followed to receive 
services, the majority of clients displayed a high level of satisfaction. The results 
reveal that 93% of respondents agree that they have access to information with 
regards to services offered by the Department. The study therefore reveals that a 
significant number (93 %) of respondents generally agree with the statement. 
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4.2.2.4 The usefulness of directional signages 
 
Figure C4:  Service directional signages 
Significantly large proportions (47%) agree and (23%) strongly agree) of 
respondents agree that Home Affairs’ signages and information desks are easily 
available and provide useful information. 1% of the respondents strongly disagree 
with the statement and 13% disagree while16% opted to take a neutral position. 
Therefore it seems that the majority, i.e. 70% of clients are generally happy with the 
information desk and are also of the view that signages do indeed provide much 
useful information. On the other hand, 30% feel that office directional signages about 
available services do not provide adequate information. This implies that the 
Department needs to review the content of service directional signs in order to help 
provide more meaningful information. 
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4.2.2.5 Turnaround times 
 
Figure C5: Turnaround times 
Respondents were asked to rate their experience or observation on the turnaround 
times and the times it took to service clients. Only 25% of the respondents disagree 
with the statement. This is reinforced by 6% of respondents who strongly disagree. A 
significantly larger proportion, i.e.  30% of respondents was undecided and remained 
neutral.  Only 21% of respondents strongly agreed with the statement, and that was 
supported by 18% of respondents who agreed with the statement. This appears to 
indicate that a significant majority feel the Department needs to put its house in 
order. Clients are still being sent from pillar to post before receiving services. 
Generally, the results reveal that 61% of the respondents are not happy with the 
turn- around time and the waiting period or with the time they have to spend in the 
office while waiting to be served. Only 39% of the respondents are happy will the 
turn-around times and the time they spend in offices. Clearly, the Department has to 
look at the issue of the turnaround times and the times clients spend in the offices. 
This involves looking at the issue of queue management, presence of floor walkers, 
role of information desk and the availability of IT equipment as also the need for 
deployment of more staff at the front office than in the back office. 
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4.2.2.6 Service delivery innovation 
 
Figure C6: Service delivery innovation 
Respondents were asked to rate their perceptions as to whether they see any 
initiatives taken to improve innovative service delivery. The table above significantly 
shows that 46% of the respondents strongly agree with the statement, whilst 37% 
generally agree with the statement.  Four percent (4%) of respondents strongly 
disagreed with the statement, whilst another 9% generally disagreed with the 
statement. 9% of respondents were undecided and remained neutral. Therefore the 
majority of the respondents are generally happy with the initiatives implemented by 
the department to improve service delivery. In generally, the majority of the 
respondents agree with the statement, whilst 17% are not convinced about the 
efforts made towards improving service delivery. It can thus be deduced that 83% of 
the respondents generally agree that service delivery innovation in the Department is 
something that could be applauded. It indicates that  the Department is on track on 
its change and transformation agenda. 
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4.2.2.7 Complaints management system 
 
Figure C7: Complaints management system 
Only 35% of respondents agreed with the statement, while 33% strongly agreed. A 
significantly smaller portion of 1.3% of respondents strongly disagreed with the 
statement, whilst 2% generally disagreed. A sizeable number of 29% were 
undecided and remained neutral. The majority of respondents therefore view the 
department as having its complaints mechanism in place to address queries and 
issues of service delivery. The majority of the respondents state that the complaints 
management channels and systems are effective and in place, whilst 32% of the 
respondents say the complaints management system is inadequate and ineffective 
in addressing their concerns. The Department needs to implement a clients’ handling 
response unit in order to help minimize queries and improve on the turnaround times 
in resolving queries. A clear indication is that 64% of the respondents claim that the 
complaints management system is effective and efficient, whilst 36% of the 
respondents are not convinced that the Department is doing its best in resolving of 
customer complaints.  
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4.2.2.8 The Cleanliness of the office 
 
Figure C8: Cleanliness of the office 
The respondents were requested to rate their perceptions about the cleanliness of 
the office. The table above shows 45% of respondents strongly agreed with the 
statement. This was supported by a significant larger proportion of 53% who agreed 
with the statement. Only 2% remained neutral. There were no disagreements. The 
majority of the clients feel that the office is pristine and very neat. The conclusion 
that can be drawn from the results of the study is that 98% of the respondents found 
the cleanliness of the offices up to standard. 
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4.2.2.9 Continuous improvement and customer care  
 
Figure C9: Continuous improvement and customer care 
The respondents were asked whether there is a correlation between the Home 
Affairs turnaround strategy and improvements in customer care/ service. Fifty six 
(56%) of the respondents strongly agree with the statement and 36% agree, whilst 
6% remained neutral.  Only a very low minority of 2% of respondents strongly 
disagreed with the statement. There is thus a significantly high number of clients who 
see the benefits of the Home Affairs turnaround strategy. Only a very small 
proportion hold a dissident view. It could de deduced that ninety-two (92%) of 
respondents found that there is a strong correlation between continuous 
improvement efforts and improvements in customer care and customer service. 
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4.2.2.10 Reputation and operational performance 
 
Figure C10: Reputation and operational performance 
In terms of reputation and operational performance of the DHA in the selected offices 
in the Eastern Cape, clients were asked to indicate if they feel their information is 
safe with the Department of Home Affairs. The table above shows that a large 
proportion of 61% of respondents strongly agreed with the statement, 29% generally 
agree and 8% remained neutral whilst 2% disagreed. There were no respondents 
who strongly disagreed with the statement.  The majority of the respondents 
therefore feel that their information is safe with the Department of Home Affairs. It 
means clients trust the Department of Home Affairs and feels that their information is 
secure. The results of the study reveal that 90% of the respondents generally agree 
that their information is safe with the Department of Home Affairs. 
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4.2.2.11 Digitization and modernization of Home Affairs  
 
Figure C11: Digitization and modernization of DHA services 
Respondents were asked to rate to what extent they agree or disagree that the 
introduction of new Technology in the Department is of paramount importance 
towards moving DHA into an effective organization. The table above depicts that of 
80 respondents, 65% of the respondents strongly agree with the statement, whilst 
2% disagree. Twenty-nine (29%) generally agreed with the statement, and 4% 
remained neutral. The majority of the respondents thus feel strongly that it is high 
time now that the Department should move towards a paperless organization by 
introducing new technology and doing away with outdated technology. Therefore a 
big majority of 94% of respondents want to see DHA becoming a paperless 
organization by introducing new technology. 
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4.2.2.12 Continuous improvement and operational performance  
 
Figure C12: Continuous improvement and operational performance 
Respondents were asked to rate their perception as to whether they view or regard 
the Department as providing excellent services to its clients. The figure above clearly 
illustrates that a significant majority of respondents,48% generally agree with the 
statement, while 41% strongly agree. Only 1% strongly disagreed with the statement 
and a further 1% disagreed. The majority are impressed with the quality of service 
delivery offered by Department, and they view the Department as offering excellent 
service. 9% of the respondents remained neutral. An inference can be made from 
the results of the study that 89% of the respondents have noticed an upturn in 
operational excellence in the Department. It means the DHA turnaround strategy 
which encompasses change and transformation has begun to yield positive results.  
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4.2.2.13 Internal controls, risk and fraud prevention strategies 
 
Figure C13: Internal controls, risks and fraud prevention strategies 
The perceptions of clients regarding instances of corruption, fraud and bribery in the 
Department were also gauged. From a total population of 80 respondents, 49% of 
respondents strongly agreed with the statement, supported by 39% of who generally 
agreed. This shows that the Department is committed to ensuring that it roots out 
corruption and ill-discipline within its ranks. Only 4% disagreed with the statement, 
while 8% remained neutral.  Hence the majority say the Department is committed to 
clean governance and to being an ethical organization. 88% of the respondents 
believe the Department is stepping up its fight against corruption and visibly 
eradicating corruption its ranks. 
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4.2.2.14 Perceptions on quality service delivery and customer care 
 
Figure C14: Quality service and customer care 
The figure above shows that (48%) of the respondents strongly agree with the 
statement, whilst 46% agree.  Only 1% of the respondents strongly disagreed and 
disagreed respectively with the statement. Four (4%) of the respondents remained 
neutral. The majority of the respondents see the Department as providing excellent 
customer service. A deductive conclusion based on 94% of clients who generally 
agree with the statement reflects that customer care has significantly improved in the 
Department. It means Batho Pele principles are being practiced every day. 
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4.2.2.15 Internal and external Communication 
 
Figure C15: External communication 
The figure indicates that a high proportion (21%) of respondents agree with the 
statement, whilst (32%) strongly agreed. Only one percent (1%) of the respondents 
disagreed with the statement. 12% remained neutral. It appears that the majority of 
the respondents are impressed and happy with the channels used by the 
Department to communicate information about its services. The majority of the 
clients feel that there is no need to go to Home Affairs and enquire about the status 
of one’s application. An SMS updates clients from the date they apply for documents 
to the date it has been finalized and also indicates when to collect what is needed 
from the office. Very few respondents feel the communication system need to be 
increased or improved. However, the Department of Home Affairs could also 
improve its communication through izimbizos and dialogues with the community.  
The DHA, Eastern Cape, should also use radio stations more frequently. The study 
reveals that 53% of the respondents feel that there is adequate communication 
made by the Department in communicating with clients, whilst 47% feel that the 
communication methods of the Department are inadequate. This reveals that the 
Communication methods of the Departments through radio slots, izimbizo and the 
stakeholders’ forum is inadequate.  
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4.3.    SECTION C: THE OVERALL SATISFACTION WITH BATHO PELE 
                     PRINCIPLES AND ACCESIBILITY OF THE OFFICE 
4.3.1   Introduction 
In section C, the respondents were asked to rate their experience pertaining to 
compliance with Batho Pele principles and accessibility to public services, especially 
at DHA offices. 
Their responses are presented as follows: 
D1 
 
Figure D1: Travelling distance 
The bar-graph above reveals the travelling distance for clients to DHA Offices. The 
largest proportion of clients, i.e.  forty-five percent (45%)  indicated that to reach the 
Department of Home Affairs Centres,  they only have to travel between 10 and 19 
Kilometers. 37% reveal that Home Affairs offices are within a 10 kilometers radius. 
Only ten percent (10%) of clients travel between 20-29 kilometers to reach Home 
Affairs offices, while 8%, have to travel more than 30 kilometers for Home Affairs 
services. This means the majority of clients are within a 25 kilometer radius as per 
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the specification of Home Affairs that offices should be 25 kilometers radius from 
each other. 
 
Figure: D2: Turnaround times 
In terms of the waiting period for clients in offices, 48% of clients say the average 
waiting period to get a service is 30-45 minutes, while 47% of clients feel that there is 
a significant improvement in DHA services in that they only spent 30 minutes or less 
in DHA offices. One percent (1%) only spent 60 or more minutes in DHA offices 
waiting to be attended. The results of the study reveal that 95% of the respondents 
feel that there is a huge improvement in the turnaround times for clients waiting to 
get service. It means there is a significantly reduced waiting period for clients waiting 
to be served. 
 
47% 
48% 
4% 1% 
Turnaround times/ waiting period to get 
service 
<30 min 30-45 mins 46-59 min 60+ min 
116 
 
 
Figure: D3: Service required 
Figure D3 above reveals the type of service or service that is more frequented by 
clients. The high proportion of respondents, i.e. 38% of clients go to Home Affairs for 
ID applications, while 23% visit Home Affairs to apply for passports. 10% of 
respondents go to Home Affairs to apply for birth certificates and work permits 
respectively. Only 9% of respondents visited DHA for ID collection, while 5% visits 
DHA for solemnisation of their marriages. Only a minute proportion of respondents 
go to DHA for registration or collection of death certificates. The figure above shows 
the busiest section is the Identification section, followed by the passport section. This 
shows that in terms of distribution of resources, Identification section should be given 
more resources and manpower. 
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Figure D4: Rate of overall client satisfaction 
The clients were requested to rate the effectiveness of the overall service at Home 
Affairs. The largest proportion of respondents, i.e. 54% rated DHA as providing good 
service, while 35% felt DHA service is excellent.  10% felt DHA service is 
satisfactory, while a only a tiny minority (1%) felt DHA services are very poor. 89% of 
respondents are generally happy about the performance of the Department of Home 
Affairs. It means the client satisfaction levels in the department have generally and 
significantly improved. 
 
4.4. DISCUSSION 
 
Findings from the study indicate a deductive reasoning that can be drawn from the 
study is that Home Affairs services have generally improved. Clients show a great 
appreciation for the Department of Home Affairs for having taken a stance to put its 
house in order.  However, not all clients believe this is adequate. They expect the 
Department to move towards a paperless organisation. Moreover, they expect the 
Department to be more transparent and to consult users of its services more 
frequently about the many innovations that are being introduced. Although clients 
understand “Batho Pele” Principles, there is still a number who feel that they being 
sent from pillar to post before receiving services.  Clients hope to see the 
Department improving on its communication strategies, for example, through the use 
televisions, izimbizo, community dialogues and stakeholder forums.  
 
1% 
10% 
54% 
35% 
Rate of overall client satisfaction 
Ver poor Satisfactory Good Excellent 
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Employees who participated in the study revealed that that they are aware of Home 
Affairs’ change and transformation initiatives. However, some employees wish for a 
more transparent system of rewarding employees who perform well and exceed 
expectations. Employees are generally not happy with the performance-based 
management system. The majority of employees feel that it is high time now that the 
Department moves towards a paperless organisation. Employees are generally 
happy to be part of the changes currently taking place. On the other hand, training 
opportunities offered by the Department have largely been reduced due to budgetary 
constraints, and employees feel this should be reviewed as this provides a means of 
enhancing their productive knowledge and skills. 
 
4.5   CONCLUSION  
 
This chapter described and compared the views of officials and clients regarding 
change and transformation strategies, and service delivery in the Department of 
Home Affairs, Eastern Cape. Responses from clients indicate that there are 
noticeable improvements in the Department’s operations that deserve to be 
applauded. The service is quicker and a more dedication staff is practising the 
“Batho Pele” principles. Clients also view the Department as having a more effective 
complaints mechanism to address service delivery shortfalls. 
 
Employees expressed a desire to be part of history in the making. They are 
ambassadors of the Department and are prepared to make change visible. This is as 
it should be as employees are the most valuable asset in any organisation. The 
extent to which officials are happy to comply with the “Batho Pele” principles when 
performing their duties is laudable.  However, it should be noted that staff also felt 
that they are not rewarded sufficiently for their hard work and excellence in 
performance. 
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CHAPTER FIVE: RECOMMENDATIONS AND CONCLUSIONS  
5.1  INTRODUCTION  
This Chapter offers recommendations and conclusions for change and 
transformation in the Department of Home Affairs. The study was conducted in the 
Department of Home Affairs, Eastern Cape offices, in the Nelson Mandela Bay 
Metropolitan and Sarah Baartman District Municipalities. The following Department 
of Home Affairs offices participated in the study, namely, Port Elizabeth Regional 
Office, as also the following district offices, namely, the Cleary Park, Motherwell, 
Uitenhage and Graaff-Reinet offices. Two sets of questionnaires were prepared, one 
for clients on the other for employees. The aim of the study was to assess the 
progress and the overall impact of the transformation and turnaround strategies of 
the Department of Home Affairs for the period 2009 to 2013, with a special focus on 
the Nelson Mandela Bay Metro and Sarah Baartman Regions. The purpose of this 
study involving selected employees of the Department was to elicit information 
regarding Home Affairs’ customer service and the degree of overall satisfaction of 
employees with regard to change and transformation processes taking place. The 
purpose of the study involving selected clients was to elicit information regarding the 
efficacy of Home Affairs’ customer service. 
 
The recommendations and conclusions are determined by the responses of the 
officials as well as clients and these are briefly explained in the following paragraphs.  
 
5.2 LIMITATIONS OF THE STUDY 
 Some other officials were not available due to other commitments. 
 Some information modernisation was not released by the Department 
because it is regarded as classified information and the Senior Managers are 
still busy fine tuning it. 
 A quantitative instead of a qualitative research was conducted and 
respondents were asked to respond to questions themselves and there were 
no follow up questions, or face-to-face interviews. The questionnaire was 
hand delivered to respondents and were asked to post them back upon 
completion. 
120 
 
5.3   RECOMMENDATIONS FOR IMPROVEMENTS IN THE DHA’S  
       TURNAROUND STRATEGIES 
 
While the majority of employees see change as a good thing, the following has been 
noted as areas still needing attention: 
 Internal Communication. Internal staff communication needs to be improved 
to ensure everyone buys into the process and feels part of the change 
process. Communication between employees and managers need to be 
improved. The study revealed that 80% of the employees generally agreed, 
while 20% did not agree on the issue of effective communication in the 
Department. From a communication perspective, staff need to feel 
appreciated and valued. For example, they need to know that they are 
regularly consulted, that they are listened to, and that their suggestions are 
acted upon. Application of the principles of internal communication, internal 
communication is essential to the government’s overall effectiveness. Internal 
communication is meant to help inform decision-making and influence 
employee behaviour in ways that benefit the government, the public and 
employees themselves. Internal communication should consist of accurate, 
consistent, and timely information. Moreover, it should always be a two-way 
communication. Employee feedback helps managers decide if the 
communication has been received and understood. In addition, employees 
have important operational information that can help to make the government 
more successful in achieving its goals. Internal communication never stops. It 
is a continuous interactive process, involving all players. It should be 
remembered that an organisation’s greatest resource is its people. 
 
 Training and Development of staff. All employees who deal directly with 
clients need to be trained in Customer Care and Customer relationship 
management. The results of the questionnaire revealed that 63% of 
employees have been trained in customer care in terms of Department’s 
training and development programme; whilst 37% feel they lack training. The 
White Paper on Transforming the Public Service (Batho Pele) served as the 
cornerstone introduction of the principles of Batho Pele. This is intended to 
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enhance the agenda for service delivery. One of the critical principles of the 
“Batho Pele” is that of customer focus. Rapid change requires a skilled, 
knowledgeable workforce with employees who are adaptive, flexible and 
focused on the future. The Skills Development Act, Act No 97 of 1998 states 
that the purpose of the Act is to develop the skills of the South African 
workforce in order to improve productivity in the workplace and the 
competitiveness of employees. A further aim is to use the workplace as an 
active learning environment to provide opportunities for new entrants to the 
labour market so that they can gain more experience. 
 
 Frequent update meetings. Frequent update meetings need to take place in 
order to keep everyone on board. The results reveal that 68% of employees 
are happy with the frequency of meetings in the Department, whilst 32% have 
a dissident view. The modern workplace is characterised by complexity. 
Important issues have many dimensions. If an individual attempts to solve a 
problem a complex problem without input from others, the risk is that his/her 
understanding is limited, and therefore the solution is inadequate at best. 
Meetings provide a forum for broadening everyone’s understanding of 
important organisational challenges by seeking everyone’s point of view. This 
naturally leads to better strategies, decisions and solutions. 
 
 PMDS training. The ‘performance rewards’ management system needs to be 
reviewed. Although the study indicates that 68% of the employees do 
understand the performance management development systems and the 
associated, 32% disagreed with the questionnaire statement. The primary 
orientation of performance management is developmental in nature. It also 
provides for effective feedback to inadequate performance and for recognition 
of outstanding performance. This approach to performance management in 
the public service was ushered in by the new Public Service Regulations. 
Given the heightened expectations of South African citizens for better service 
delivery, such an approach gives emphasis, through the principle of 
devolution, to improved individual and organisational performance as key 
enablers to improved service delivery. As such the focus has moved from 
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measuring subjective personal qualities to measuring performance against 
pre-agreed outputs or outcomes.  
 
 Employment Equity Act. The Department of Home Affairs offices currently 
do not comply with the Employment Equity Act, Act No 55 of 1998. The 
results of the study reveal that 36% of the respondents are males and 64% 
are females. The purpose of the Employment Equity Act, N0 55 of 1998 is to 
achieve equity in the workplace by promoting equal opportunity and fair 
treatment in employment through the elimination of unfair discrimination and 
by implementing affirmative action measures so as to redresses the 
disadvantages in employment experienced by designated groups. This 
legislation seeks to ensure to ensure equitable representation in all 
occupational categories and at all levels in the workplace. 
 
 Risk and fraud prevention strategy. The Counter Corruption and Security 
Services Branch of the Department of Home Affairs needs to continue to work 
and strengthen partnerships with the Immigration Inspectorate and law 
enforcement agencies, such as Crime Intelligence, to combat organised 
crime: fraud and corruption must be detected and prevented. Other strategies 
should include vetting of staff, securing business processes and strengthening 
physical security. The results of the study reflected that 86% of the 
respondents generally agree with the statement that DHA is visibly stepping 
its fight against corruption, whilst 14% generally disagreed with the statement. 
This is an indication that corruption is still rife in the DHA despite all strategies 
that have been implemented. 
 
 
5.4 RECOMMENDATIONS FOR DEPARTMENT HOME AFFAIRS  
           CHANGE AND TRANSFORMATION STRATEGY WITH REGARD TO  
 IMPROVING SERVICE DELIVERY 
 
The majority of the clients expressed a generally increased level of satisfaction with 
regard to quality service delivery in the Department. However, were some areas 
which require further attention were noted. 
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 External Communication. Communication needs to be improved in the 
Department with regard to how information is disseminated to service users. 
Izimbizo, notice boards, brochures or leaflets in offices and as part of 
community dialogues can play a vital role in bridging the gap in service 
delivery. Only 57% of the respondents generally agreed with the statement, 
whilst 47%. This indicates that the Department needs to review its 
communication methods which entails looking at frequent local radio slots, 
use of local newspapers, frequent stakeholder meetings and Izimbizo and 
community outreach programmes through mobile deployments. 
 
The Department should ensure that it beefs up its communication 
mechanisms so that members of the public can be better informed about the 
services on offer, the standards the Department has committed itself to and 
the requirements for accessing services. In addition, the Department should 
communicate its successes and achievements to restore the confidence of 
the public in its ability to satisfactorily render services. 
 
 Understanding of Batho Principles. While the “Batho Pele” is being 
practised in the Department, clients feel they are still being sent from pillar to 
post. This is because some offices not all offices have help desk or 
information services. While 84% agreed that Batho Pele is practised in the 
Department, one would expect that such a powerful service delivery 
intervention should be 100% practised by all staff members. It means that the 
Department needs to train and retrain its employees on this critically important 
service delivery issue. The DHA must also ensure that their staffs are all 
identifiable through name tags and that they all display professionalism 
through adherence to a proper dress code. The DHA must also look seriously 
at the issue of a corporate uniform for all its staff members. 
 
 Office Counter Directional Signage. Clear signages indicating counter 
numbers and services rendered at each counter, needs to be installed in all 
offices. The majority of 70% of the respondents agreed on the effectiveness of 
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the directional signages in Home Affairs offices. However, 30% of the 
respondents indicate that the directional signages are not providing clear 
information to clients One would expect that service directional signages 
inside offices to be very accurate and to provide useful information to clients. 
The DHA needs to ensure that all signage provides exact and useful 
information to clients 
 
 Turnaround times. Waiting periods/ times for clients before getting services 
need to be monitored and an establishment of a customer care unit will go a 
long way towards resolving the problem. Staff members need to be trained 
and retrained on customer care and customer relationship management skills. 
All staff members should be identifiable through name tags as not all staff 
members wear name tags. Staff uniforms would also go a long way towards 
enhancing the corporate image of the Department. 
 
 Modernisation and digitisation of Home Affairs services/ business 
processes. The majority, 94% indicated that they would like to see 
modernisation and digitisation of DHA processes. Introducing new technology 
will help the Department to become a paperless organisation. This will help 
the Department in its quest to become an employer of choice and a leading 
state department in terms of service excellence. 
 
 Customer complaints management. In terms of the customer complaints 
management efficiency model, 64% of the clients agreed with the statement, 
whilst 36% disagreed with the statement. While the majority of the clients are 
appreciative of the improvements in the operations of the DHA, 36% feel that 
the DHA is falling short in effectively resolving customer complaints and in the 
need to update clients on progress in resolving such complaints. This means 
the Department needs to implement an efficient customer resolution 
complaints desk or identify or appoint appropriate office people who will liaise 
with clients and resolve their complaints on a daily basis. Complaints from 
clients provide a useful barometer in terms of how the Department is 
performing. Contact details, including ID photos of all office and senior 
managers in the region, including the Provincial Manager should be displayed 
125 
 
in public areas so that a complaining member of the public can have access 
to them so as to seek a speedy resolution to a query or problem. Possibly 
they could even use them to show appreciation for a good service delivery. 
 
 Volumes of clients per service and deployment of resources. In terms of 
managing client volumes in the office, figure C3 of the study (See Appendix X) 
reveals that 37% of clients who visit Home Affairs want to apply for IDs. This 
is followed by 22% of the respondents who visit Home Affairs for passports. In 
other words, 59% of the clients visit Home Affairs either for passports or IDs 
respectively. These two sections need more capacity than the other sections, 
especially the Identity Document processing Unit. 
 
5.5 CONCLUSION  
 
There is no more important issue in South Africa than improving the delivery of 
public services. An efficient, equitable and accountable public service is the hallmark 
of any democratic society. In view of South Africa’s poor democratic history, the 
public service’s transformation process has two distinct aims, firstly to improve the 
delivery of services to all people and secondly to demonstrate that South Africa has 
become a truly democratic state. Improving service delivery matters not only to the 
individual users of services, but also to the whole community. The principles of 
transforming public service delivery, as contained in the policy framework, the “Batho 
Pele” or put people first, must be translated into action. 
 
The results of the study reveals that there are noticeable changes in Home Affairs, 
however there are areas that still need improvement as has been indicated in the 
recommendations. 
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Annexure D 
 
QUESTIONNAIRE FOR HOME AFFAIRS EMPLOYEES 
 
THE PERCETION OF EMPLOYEES REGARDING CHANGE AND 
TRANSFORMATION 
 
 SECTION A:  EMPLOYEE SATISFACTION WITH REGARD TO CHANGE AND  
   TRANSFORMATION 
The purpose of this survey is to solicit information from you/ employees regarding 
Home Affairs customer service and overall satisfaction of employees with regard to 
change and transformation taking place. The information and ratings you provide us 
will go a long way in helping us identifying problems and improve service delivery. 
The questionnaire should only take 15-20 minutes to complete. In this questionnaire, 
you are asked to indicate what is true for you, so there are no “right” or “wrong” 
answers to any question.  
BIOGRAPHICAL INFORMATION 
(1) Please circle your occupational class        (2) Please circle your race      
    
 
 
 
 
 
 
 
  (4) Please circle your educational  
                      level 
 
 
 
 
(3) Please circle your gender 
  
 
  (6) Please circle your age 
 
 (5) Please circle your years of  
     service in the Department  
 
 
 
 
 
 
Chief Director  1 
Director  2 
District Office Manager 3 
Chief Admin Clerk 4 
Auxiliary Service Officer  5 
Personnel Practitioner  6 
State Accountant  7 
Immigration Officer  8 
Front Office Clerk  9 
Secretary 10 
African  1 
Coloured  2 
Asian  3 
White  4 
Up to Std. 6 1 
Up to Std. 9 2 
Std. 10/ Grade 12 3 
3 Year Degree/ Diploma 4 
Post Graduate  5 
Male 1 
Female  2 
21 years and younger  1 
22 – 29 years  2 
30 – 39 years  3 
40 – 49 years  4 
50 years and older  5 
Fewer than 2 years  1 
2 – 10 years  2 
11 – 20 years  3 
21 – 30 years  4 
Over 30 years  5 
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SECTION B : OVERALL EMPLOYEE SATISFACTION WITH REGARD TO  
                      CHANGE AND TRANSFORMATION MANAGEMENT 
 
THE FOLLOWING QUESTIONS RELATE TO YOUR OWN EXPERIENCE AND FEELINGS 
REGARDING THE QUALITY OF CUSTOMER SERVICE YOU HAVE RECEIVED IN HOME 
AFFAIRS.  
 
PLEASE RATE YOUR OWN CURRENT EXPERIENCE AND SATISFACTION IN EACH OF THE 
FOLLOWING AREAS: 
1 =`STRONGLY AGREE’; 2 =`AGREE’; 3 =`NEITHER AGREE, NOR DISAGREE’; 4 = `DISAGREE’; 
5=`STRONGLY DISAGREE’ 
 
 
NOTE :          Transformation and Change of the Department of Home Affairs 
 
INSTRUCTIONS:  Please place a cross in the appropriate box 
 
Service delivery from the 
perspective of the employee 
Strongly 
Agree  
Agree  Neither 
agree 
nor 
Disagree 
Disagree Strongly 
Disagree 
1 Employees in your Department, 
in general, understand the 
meaning and implications of 
Batho Pele Principles in their 
daily work 
1 2 3 4 5 
2 Employees who perform well in 
providing customer-orientated 
service are, as a rule, 
recognized  and appropriately 
rewarded in your Department. 
1 2 3 4 5 
3 The strategic plan of the 
Department provides a clear 
direction in terms of annual 
performance targets and 
strategic objectives 
1 2 3 4 5 
4 Employees who work directly 
with Departmental clients or 
customers have been trained 
on Customer Care 
Management 
1 2 3 4 5 
5 The vision, mission and core 
values of your Department are 
shared by all employees at all 
times 
1 2 3 4 5 
6 I clearly understand the change 
and transformation 
programmes taking place at 
Home Affairs  
1 2 3 4 5 
7 Appropriate measures are 
employed to root out bribery, 
fraud and corruption by 
employees during the 
1 2 3 4 5 
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discharge of public duties 
8 Home Affairs has created 
specific platforms and is 
engaging stakeholders and all  
service users in order to  obtain 
their opinions  on the quality of 
services offered by  department 
1 2 3 4 5 
9 As an employee of this 
Department I am  satisfied with 
the changes taking place in 
order to improve service 
delivery 
1 2 3 4 5 
10 Innovation and creativity in 
rendering of public services are 
encouraged in your department 
1 2 3 4 5 
11 Staff do receive frequent 
updates about changes and 
transformation taking place in 
the Department 
1 2 3 4 5 
12 Training programmes are 
offered in this Department to 
help employees enhance their 
knowledge and skills 
1 2 3 4 5 
13 Frequent monthly meetings are 
being held to discuss 
operational issues 
1 2 3 4 5 
14 Change is about improving 
through learning 
1 2 3 4 5 
15 Performance Assessment in 
my Department provides clear 
guidelines in terms of job 
assessment and the job 
performance of each employee 
1 2 3 4 5 
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Annexure E 
QUESTIONNAIRE FOR CLIENTS 
 
CUSTOMER SERVICE IN DEPARTMENT OF HOME AFFAIRS 
 
 
SECTION A: CUSTOMER SERVICE RELATED ISSUES  
 
The purpose of this survey is to solicit information from you/  the customer regarding Home Affairs 
customer services. The information and ratings you provide us with will go a long way in helping us 
identifying problems. The questionnaire should only take 15-20 minutes to complete. In this 
questionnaire, you are asked to indicate what is true for you, so there are no ‘right’ or ‘wrong’ 
answers to any question.  
             QUESTIONNAIRE 
 
   DEMOGRAPHIC INFORMATION 
1. Gender    :     
Male  Female  
 
2. Race      :     
African  
Coloured  
Indian  
White  
Other…..  
  
3. Home Language     
Xhosa  
Zulu  
English  
Afrikaans  
South Sotho  
Other, Please specify  
4. Age    :     
16-25  
26-35  
36-45  
46 and above  
 
5.  Marital Status    :    
Married  Single  Divorced/ Separated  
Widowed      
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SECTION B: Service users’ level of satisfaction with services rendered by the 
Department of Home Affairs 
 
Perceived extent of customer service/satisfaction and service improvement in the 
department of Home Affairs 
 
The following questions relate to your own experience and feelings regarding the quality of 
customer service you have received in Home Affairs offices. 
 
Please rate your own current experience in customer service in each of the following areas: 
Do so by circling the number that best represents your opinion. 
 
5= Strongly agree; 4= Agree; 3= Neither agree nor disagree; 2 = Disagree; 1= Strongly 
disagree 
 
 
Please circle the number that best 
describes your opinion and 
experience regarding the following: 
Service delivery and systems in 
Home Affairs 
Strongly 
Agree 
Agree Neither 
Agree Nor 
Disagree 
Disagree Strongly 
Disagree 
1. Clients are aware of the 
standard of services they 
should expect from this 
Department 
 
5 4 3 2 1 
2. You, as a client of the 
Department, is aware of the 
Government’s Batho Pele 
Principles relating to  how 
departments should render 
public services 
 
  5 4 3 2 1 
3. This is one department that 
strives to ensure that clients 
access the necessary 
information about services 
provided and the procedures 
followed to receive these 
services. 
 
 5 4 3 2 1 
4. Signages are clear and the 
information desk provides a 
useful information 
 
5 4 3 2 1 
5. Cases  where staff members 5 4 3 2 1 
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send clients from pillar to post 
before receiving  a service 
happen quite often in this 
Department 
 
6. This is one department that 
must be commended for 
embarking on initiatives for 
ensuring speedy services 
through eliminating  lengthy 
and complicated procedures 
 
5 4 3 2 1 
7. An accessible 
 complaints system has been 
established in this Department 
to address all queries relating 
to poor services  and failure 
by employees  to meet 
promises  made to 
Departmental customers 
 
5 4 3 2 1 
 
8. The cleanliness of this office is 
commendable 
 
5 4 3 2 1 
9. The DHA turnaround strategy 
has generated a lot of 
improvement in terms of 
customer care 
 
5 4 3 2 1 
10. As a client I feel my personal 
information is safe at Home 
Affairs 
 
5 4 3 2 1 
11. Home Affairs must introduce 
new technology and move 
towards a paperless 
organisation 
5 4 3 2 1 
12. This office provides excellent 
service to its clients 
 
5 4 3 2 1 
13. This is one department that 
must be commended for 
5 4 3 2 1 
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consistently addressing acts 
of  fraud, corruption and 
bribery in the provision of 
public services 
 
14. Customer care is being taken 
very seriously in this office 
 
5 4 3 2 1 
15. I am happy with the 
communication we receive 
through SMS, telephones, 
mail and Izimbizo 
5 4 3 2 1 
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Section C : Rating the experience pertaining to compliance with  Batho Pele principles 
and  accessibility to public services, especially at DHA 
 
1   How far did you travel to get to this branch? 
 
 
 
< 10 kms 
 
10-19 kms 
 
20- 29 kms 
 
30 kms or more 
 
 
 
2. How long have been waiting in the queue today? (Please cycle your queuing time) 
 
 
  
 
< 30 minutes 
 
31-45 minutes 
 
46-59 minutes 
 
1 hour or more 
 
 
 
3.             What service or services are you here for ? 
 
 
 
ID Book 
Application 
 
 
 
Birth 
certific
ate 
 
Marriage 
certificate 
 
Passport 
 
Work 
permit 
 
ID 
Collection  
 
Death 
Certificat
e 
 
Other: Please 
specify………… 
 
 
 
4.             How would you rate the overall service at Home Affairs? (Please tick below) 
 
 
Very 
Poor 
Below Average Satisfactory Good Excellent 
 
 
 
    
 
5. Additional Comments 
 
 
 
 
 
 
 
 
 
Thank you for your participation. 
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